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MAINTENANCE & REPAIR
Reﬁflﬁea;ﬁi'em_ent: ]
OSS Response Interval and Percentages ) .
Definition: ) - -

Maintenance customer service agents must obtain real-time informationin order to log customer troubles. In
Maintenance information is gathered from supporting OSS while the customer (or potential customer) is on the
telephone with the customer service agent. Because customers already may be dissatisfied when they report a
trouble, it is critical that the CLEC be perceived as equally competent, knowledgeable and fast as and ILEC
customer service agent. This measure is designed to monitor the time required for CLECs to obtain maintenance
information necessary to log trouble reports. Comparisons to ILEC results indicate whether a CLEC has an equal
opportunity to deliver a comparable customer experience when a retail customet calls the CLEC with a service
inquiry. . '

Exclusions:

Queries received during scheduled system maintenance time.

Business Rules:

For CLEC Results:

The response interval for each query is determined by computing the elapsed time from the ILEC receipt of a query
from the CLEC, whether or not syntactically correct, to the time the ILEC returns the requested data (or reject
notification) to the CLEC. Elapsed time is accumulated for each major query or transaction type, consistent with the
specified reporting dimension, and then divided by the associated total number of queries received by the ILEC
during the reporting period.

For ILEC Resuits:
The ILEC computation is identical to that for the CLEC with the clarifications noted below.

Other Clarifications and Qualification:

¢  The elapsed time for an ILEC query is measured from the point in time when the ILEC custoiner service
agent submits the request for identical or similar information into the ILEC OSS until the time when the
ILEC OSS returns the requested information to the ILEC customer service agent.
Elapsed time is measured in seconds and tenths of seconds rounded to the nearest tenth of a second.
Elapsed time is to be measured through automated rather than manual monitoring and logging.

* The ILEC service agent entry of a request for repair information (to the ILEC OSS) is considered to be the
equivalent of the ILEC receipt of a query from the CLEC.

¢  The ILEC OSS return of information to the ILEC customer service agent, whether in hard copy or by display
on.a terminal, is considerad equiyalent to the return of requested information to the CLEC.

Calculation: ...~

OSS Response Interval = (Query Response Date and Time for Category “X™) - (Query Request Date and Time
for Category “X") / (Number of Queries Submitted in the Reporting Period) where, “X” is 0-4, >4 to 10, > 10,
> 30 seconds.

621 40 | 8bed - 0-/25-0002 - DSOS - NV Z¥:0L 61 J8qWBAON 6102 - ONISSIO0Hd HO4 d31d30IV

Report Structure:

 CLEC T
e BST Residence

e  BST Business (BST Total is under development at this time) by intérface fof each legacy system and
function as appropriate. .

Level of Disaggregation:

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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DATA RETAINED RELATING TO CLEC DATA RETAINED RELATING TO BST
EXPERIENCE EXPERIENCE _
* CLEC Transaection Intervals s  BST Business$ and Residence transaction
*  Report Month Intervals
@ Interface Type (specific to pre-orderingor | Report Month
maintenance and repair) ¢ Interface Type
s Query Identifier (c.g., unique tracking number) { ¢  Query Type (per reporting dimension)
¢ Query Receipt Date by ILEC e  Mean response ifterval
¢ Query Receipt Time by ILEC ) e Query Count
¢ Query Type (per reporting dimension) e  Standard error of the mean response interval
o Response Return Date
e ResponscReturn Time. .. . .
Retail Analog/Benchmark: e
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks .
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MAINTENANCE & REPAIR

Report/Measurement: L
Average Answer Time ~ Repair Centers e e
Definition: e . T
This measure demonstrates an average fesponse time for the CLEC representative to contact a BST
representative. The avetage tife a CLEC Rep is in queue waiting for the LCSC or UNE Center Rep to answer.
Exclusions: .
None

Business Rules;

—— - —

For CLEC Results:

Speed of Answer is determined by measuring an@ accumulating the elapsed time from the entry of a CLEC call into
the ILEC call management system until the CLEC call is transferred to the ILEC personnel assigned to handling
CLEC calls for assistance. The elapsed time is measured in seconds and tenths of seconds rounded to the nearest

tenth of 2 second. The accumulated elapsed time is divided by the count of calls transferred to ILEC agents for
accuracy.

For ILEC Results: - )

Mean Time to Answer Calls: Speed of Answer, as it relates to the ILEC, will be measured in an identical manner as
described for the CLEC. The results for the ILEC business office operations and its repair burean operations should
be separately accumulated, computed and retained. If further distinctions are made or more discrete tracking is
performed within the ILEC call reeeipt centers (e.g., by business and residence), then results should be reported at the
lowest possible level of detail. Where call receipt for such operations are commingled and inseparable, then only a

single result for each measure will be generated and serve as the comparative result for both the CLEC repair support
{ and the CLEC provisioning support results.

Other Clarifications and Qualification:

¢  Speed of Answer minimum serviee standards, established in many states for business office, maintenance center,
and/or operator services represent a similar ILEC measure and are derived from identical data (although the
result displayed may be in comparison to a pre-established standard performance minimum).

¢  For ILEC and CLEC calls, an ILEC Agent answering and placing the caller on hold does not stop timing for
purposes of the speed of answer interval.

*  Aninteractive voice response (IVR) unit does not stop the timing for purposes of the speed of answer interval.

For a eall to be considered answered, the live ILEC Agent must handle the CLEC request.

*  Results may be reported for the CLEC industry in aggregate to the extent that Separaté carrier-specific support
centers are not provided. If separate centers are provided (either for an individual CLEC or a group of CLECs)
then results should be gathered and supplied for each center and reported to the CLEC(s) based upon the center
providing the specific CLEC’s support.

If the ILEC call management technology cannot measure speed of answer on a call-specific basis, then an
alternate methodology that simulates speed of answer based upon the average time for eomponent parts of the call
(e.g., queue to IVR +IVR to queue + queue to agent answer) can be utilized by miutual consént of the ILEC and
CLEGs.’ )

Level of Disaggrepation: e .

See Appendix A: AT&T Disaggregation, Analogs.and Benchrizarks

Calculation: L
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Mean Time to Answer Calls = Z [(Date and Time of Call Answer) - (Date and Time of Call Receipt)]/(Total Calls
_ . Answered by Center) R

“Report Structuie: 7
e CLEC Aggregate - ’ o
e BST/CLEC Aggregate
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Standard Error for Mean Speed of Answer

Standard Error for Mean Speed of Answer
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DATA RETAINED RELATING TO.CLEC DATA RETAINED RELATING TO BST
EXPERIENCE EXPERIENCE
s CLEC Average Answer Time e BST Average Answer Time
e Month s  Month
e Center Identifier s  Center Identifier
o  Center Type o  Center Type
[ ]

Retail Analog/Benchmark:

Se_c_Append@x, A: AT&T Disaggregation, Analogs and Benchmarks
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BILLING
AT&T Proposes That This Measure Be Replaced By The Following Measures:
o Percent Mechanized Billing Format Accuracy NB-5
e Percent Process Accuracy of Current Billing Activity NB-6
e Percent Switched Local Billing Accuracy : NB-7

SC 10/18/00
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BILLING

AT&T Proposes That This Measure Be Replaced By The Following Measures:
Percent On-Time Mechanized Local Services Invoice Delivery

Percent On-Time Service Order Billing

Percent On-Time Correction/Adjustimént D

Percent On-Time Switched Local Charges

= P e A P oY s

1]
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BILLING
&Reportll\-{l easurement: . .
Usage Data Delivery Accuracy o
Definition:

This measufement captures the percentage of recorded usage and recorded usage data packets transmitted error

free and in an agreed upon format to the appropriate CLEC, as well as a parity measurement against BST Data
Packet Transmission. -
Exclusions: e
None ) e e L T
Business Rules: e
For CLEC Results: =~
The completeness of content, accuracy of infermation/charges and conformance of formatting will be determined
based upon the terms of the individual CLEC interconnection agreements with the ILEGs. The ILEC will establish 2
quality control process that is disclosed to CLECs and that is no less rigorous than the most rigorous quality
monitoring established in the ILEC billing sefviée dontracts for long distance service providers. The quality
monitoring process must be disclosed in advance and process auditing must be permitted. The records delivered by
the ILEC must simultaneously meet the standards relating to content, accuracy and formatting in order to be counted

as accurate. The measurement is expressed as a tatio (expressed as a percentage) of accurate records/charges to the
total records/charges delivered.

For ILEC Results:
The computation for the ILEC is‘identical to that described for the CLEC. The usage accuracy determination is

based upon comparison of the usage records, following fofinat conversion to the EMR (or equivalent) format as
compared to the internally established content and formatting requirements.

Other Clarifications and Qualification:

®  The usage accuracy measures identified here are siffiilar t5 the type of measures that ILECs commonly institute
in service contracts with long distance service suppliers who use ILEC billing services.

Calculations: e . )
Usage Data Delivery Accuraéy = X [(Total number of usage records delivered during carrent reporting period
that reflected complete infofmation content and proper formating) ] / (Total number of usage records transmitted
during reporting period) X 100 e

Report Strucfure:
o CLEC Specific
» CLEC Aggregate
¢ BST Aggregate

Level of Disaggregation: ) ) ..

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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DATA RETAINED RELATINGTOCLEC | DATA RETAINED RELATING TO BST
EXPERIENCE: e PERFORMANCE: .
s  Report Month T e Report Month
e Record Type e Record Type
> BellSouth Regorded e Number of Records With Erors
> Non BellSouth Recofded e  Number of Records Created
Number of Records-With Erfors
Number of Records Deliveted . .
Retail Analpg/Benchmark: = N

See Appendix A: AT&T Disaggregation. Analogs and Benchmarks .
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BILLING
Note: AT&T Does Not Include This Measure In Its Proposal

Report/Measurement:

Usage Data Delivery Completeness i A o

Definition:

This measurement provides percentage of complete and accurately recorded usage data (usage recorded by
BellSouth and vsage recorded by other companies and sent to BST for billing) that is processed and transmitted to
the CLEC within thirty (30) days of the message recording date. A parity measure is also provided showing
completepess of BST messages processed and trapsmitted via CMDS. BellSouth delivers its own retail usage
from recording location to billing location via CMDS as well as delivering billing data to other companies.
Timeliness, Completcness and Mean.I ime to Dehver Usage measures are reported on the same report.

Exclusions:

None

Business Rules:

The purpose of these measurements is to demonstrate the level of quality of usage data delivered to the
appropriate CLEC. Method of delivery is at the option of the CLEC,

_Calculatxon. - .

Usage Data Dehvery Completeness 2(Total number of Recorded usage records delivered during the current

month that are within thirty (30) days of the message recording date) / E(T 'otal number of Recorded usage records
delivered during the current month) X 100

REPORT STRUCTURE
e CLEC Specific
¢ CLEC Aggregare
e BST Aggrepate

Level of Disaggregation:
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
" DATA RETAINED RELATING TO CLEC DATA RETAINED RELATING TO BST
_EXPERIENCE: PERFORMANCE:
e Report Month e  Repert Monthly
¢ Record Type e Record Type
» BellSouth Recorded
» Non BellSouth Recorded

Retail Analog/Benchmark:

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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BILLING
Note: AT&T Does Not Include This Measure In Its Proposal
Report/Measurement:
Usage Data Delivery Timeliness
Definition: ’

This measurement provides percentage of recorded usage data (usage recorded by BST and usage recorded by

other companies and sent to BST for billing) that is delivered to the appropriate CLEC within six (6) calendar

days from the receipt of the initial recording. A parity measure is also provided showing timeliness of BST

messages processed and transmitted via CMDS. Timeliness, Completeness and Mean Time to Deliver Usage
. measures are reported an the-same report.

Exclusions:

None

Business Rules:

" The purpose-of this measurement is to demonstrate the level of timeliness for processing and transmission of usage
data delivered to the appropriate CLEC. The usage data will be mechanically transmitted or maited to the CLEC
data processing center once daily. The Timeliness interval of nsage recorded by other companies is measured from
the date BST receives the records to the date BST distributes to the CLEC. Method of delivery is at the option of
the CLEC.

Calevlations  _ °° _‘“_';_um i . .

Usage Dati Delivery Timeliness= % (Totil number of usage reco,rds sent within six (6) calendar days from initial

recording/receipt) / Z (Total number of usage records sent) X 100
Report Structure: X

e CLEC Aggregate
e CLEC Specific
s BST Aggregate

Level of Disaggregation:

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks e
DATA RETAINED RELATINGTOCLEC ™ | DATA RETAINED RELATING“TO BST
EXPERIENCE: . PERFORMANCE: S
¢ Report Month ~ -7 "~ e RepeitMonthly T
e Record Type e Record Type

» BellSouath Recorded
> Nén-BellSouth Recorded

Retail Analog/Benchmark:

See Appendix A: AT&T Disageregation, Analogs and Benchmarks

SC 10/18/00
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BILLING }
Report/Measurement: — -
Mean Time, to Deliver IEE = e
Definition: =

This measurement provides the average time it takes to deliver Usage Records to a CLEC. A parity measure is
also provided showing timeliness of BST messages processed and transmitted via CMDS. Tifeliness,
Completeness and Mean Time to Deliver Usage measures are reported on the same report.

Exclusions:
None

Business Rules:
The purpose of this measurement is to demonstrate the average number of days it takes to deliver Usage data to
the appropriate CLEC. Usage data is mechanically transmitted or mailed to the CLEC data processing center
once daily. Method of delivery is at the option of the CLEC.

For CLEC Results:

Usage Records: This measure captures the elapsed time between the recording of usage data generated either by

CLEC retail customers or by CLEC access customers (by the AMA recording equipment associated with the ILEC

switch) and the time when the data set, in a compliant format, is successfully transmitted to the CLEC. For each

usage record, the calendar date and time of usage recording is compared to the calendar date and time of successful
completion of data set transmission to the CLEC. The number of hours and tenths of hours elapsed between message
recording and data set transmission will constitute the elapsed delivery time. The elapsed delivery tifne is
accumulated for each usage record with the resulting total number of hours accumulated being divided by thé number
of complete usage records in all the data sets transmitted.

For ILEC Results:  Identical computations are made for the ILEC with the clarifications provided below.

Other Clarifications and Qualification: B
* The elapsed time for delivery of ILEC usagerecords is measured from the time of message

recording, as captured on the ILEC’s AMA tape, to the time the AMA tape is converted to billing
format (EMR format or equivalent).

® _ Mean time to deliver usage records is to bé reported separately for end user usage and access related usage.

Calenlation:

Mean Time to Provide Recorded Usage Records ={ Z[(Data Set 'i‘ra_n_srpission Date)-(Date of Message
Recording)]}/(Count of Al Messages Transmitted in Reporting Period) 2

Report Structure:
e CLEC Aggregate
e CLEC Specific
s BST Aggregate
Level of Disaggregation: s e
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks

621 40 01 9Bed - D-/25-000Z - DSAOS - WV ZF:0L 61 J0qWSAON 6102 - ONISSIOOHd HO- A3LdIDIV

DATA RETAINED RELATING TO CLEC DATA RETAINED RELATING TO BST
EXPERIENCE: =~ PERFORMANCE:
e Report Month ¢ Report Monthly
¢ Record Type - e Record Type
> BeilSouth Recorded ¢ Mean Delivery Interval
> Non-BellSouth Recorded ¢ Standard Error of Delivery Interval
s Mean Delivery Interval ¢ Number of Messages or Invoices Delivered
e  Standard Error of Delivery Interval
»  Number of Messages or Invoices Delivered e e e s

Retail Apalog/Benchmark: SR

See Appendix A: AT&T Disagg:cgg&og;ﬁﬁa[o’gﬂs"ana’ier;ébfﬂar‘ks

SC 10/18/00



Attachment 9
Appendix A
Page 61
OPERATOR SERVICES AND DIRECTORY ASSISTANCE
Note: AT&T Proposes One OS/DA Measure:

Mean Time To Answer With Separate Reporting For OS And DA
Reportheasurement
Speed to Answer PerfunnangelAverage Speed fo Answer Toll
Definition:
Measurement of the average time in seconds calls wa1t before answered by a toll operator.
Exclusions:

None
Business Rules:

Mean Time To Answer: Speed of Answer is determined by measuring and accumulating the elapsed titne from the
entry of a CLEC retail customer call into the ILEC call management system queue until the CLEC retzil custdmer call
is transferred to the ILEC personnel assigned to handling CLEC calls for assistance (whether DA or OS). The elapsed
time is measured in seconds and tenths of sacpndixoundeﬁjp the nearest tenth of a second.

_Calculatmnn e

Meéan Time To Answer=[ X(Date and Time of Call Answer) - (Date and Time of Call Rece:pt)]/(Total Calls
Answered on Behalf of the CLECs in Reporting Period)
Report Structare:

Reported for the aggregate of BST and CLECs

s State
Level of Disaggrepation:
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks

DATA RETAINED (ON AGGREGATE BASIS)

DATA RETAINED RELATING TO CLEC DATA R'ETAINED R}:ZLATING TO BST

EXPERIENCE: . PERFORMANCE:
* Month T " {'e7 Mbonth
¢ Type of Measuremeént (OS Calls, DA Calls or » Type of Measurement (OS Calls, DA calls or Directory
Directory Listing Listings)
e  Center Idenfifier (or Directory ID for DL) *  Center Identifier (or Directory ID for DL})
¢ Mean Speed of Answer (OS & DA only) * Mean Speed of Answer (OS & DA only)
e  Standard Error for Mean Speed of Answer (OS | #  Standard Error for Mean Speed of Answer (OS & DA
& DA only) only)
*  Number of Calls Answered (OS & DA only) ¢ Standard Error for Mean Speed of Answer (OS & DA
. Dxrectory Close Date (DL only) ' only)
¢ List Availability Date (DL only) ¢ Directory Close Date (DL only)
. ListingAvaila,bility Date (DL anly). _ -

Retail Analog/Benchmark e
See Appendix A AT&T staggreganon, Analogs and Bcnchmarks
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OPERATOR SERVICES AND DIRECTORY_ASSISTANCE c

Note: AT&T Does Not Include This Measure In Its Proposal

= T e —— -

Report/Measurement: .

. Speed to Avswer Performance/Percent Answered within “X” Seconds — Toll

Definition: T
Measurement 6f the percent of toll calls that are answered in less than “X” seconds. The number of seconds
fepresented by “X” is thirty, except where a different regulatofy benchmark has been set against the Average
Speed to Answer by a State Commission.

Exclusions: .
Calls abandoned by customers are not reflected in the aveérage speed to answer but ace reflected in the GONVersion
tables where the percent answered within *X’ seconds is determined. '

Business Rules: - T

The call waiting measurement scan starts when the customer énters the queue and ends when a BST
representative answers the call. The average speed to answer is determined by measufifig and accumulating the
seconds of wait time from the entry of a customer into the BST call management Systemn queue nntil the customer
is transferred to a BST representative. No distinction is made between CLEC custoriters and BST customers.
Calculation: e
The Percent Answered within “X” Seconds rheasurement for toll is derived by using the BellCore Statistical
Answer Conversion Tables, to convert the Average Speed to Answer measure into a percent of calls answered
within “X” seconds. The BellCore Conversion Tables are specific to the defined parameters of work time,
number of operators, max queue sizg and call abandoninéit rates.
Report Structurer . . .
Reported for the aggregate of BST atid CLECs
_e _ State
Level of Disdpgregation: L.
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks

r——

DATA RETAINED (ON AGGREGATE BASIS) -
For the items below, BST’s Performance Measurement Analysis Platform (PMAP) receives a final computation;
therefore, no raw data file is available in PMAP, 3
e Month
o Call Type (Toll)
e  Average Speed of Answer -

Retail Analog/Benchmark T

See Appendix A: AT&T Disaggregation, Analogs and Bénchmarks

SC 10/18/00
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OPERATOR SERVICES AND DIRECTORY ASSISTANCE

Note: AT&T Proposes One OS/DA Measiré: .
Mean Time To Answer With Separate Reporting For OS And DA
See “Spieed to Answer Performance/Average Speed to Answer ~ Toll”

Report/Measurement:

Speed to Answer Performance/Average Speed to Answer — Directory Assistance (DA)
Definitiorni: .

Measurement of the average time in seconds calls wait before answer by a2 DA operator.

Exclusions: .

tables where the percent answered within “X"” seconds is determined.

Calls abandoned by customers are not reflected in the average speed to dnswer but are reflected in the conversion

Business Rnles:

The call waiting measurement scan starts when the customer enters the queue and ends when a BST
representative answers the call. The average speed tp answer is determined by measuring and accumulating the
seconds of wait time from the entry of a customer into the BST call management system queue until the customer
is transferred to a BST representative. No distinction is made between CLEC customers and BST customers.
Calculation: .
The Average Speed to Answer for DA is calculated by using data from monthly system measurement reports
taken from the centralized call routing switches. The “total call waiting seconds” is a sub-component of this
measure which BST systems calculate by monitoring the number of calls in queue throughout the day multiplied
by the time (in seconds) between monitoring events. The “total calls served” is the other sub-component of this
measure, which BST systems record as the total number of calls handled by Operator Services DA centers. Since
calls abandoned are not reflected in the calculation, the percent answered within the required timeframe is
determined by using conversion tables with input for the abandonment rate.
Report Structure:
Reported for the aggregate of BST and CLECs
e State
Level of Disaggregation:
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
_DATA RETAINED (ON AGGREGATE BASIS)
For the items below, BST’s Performance Measurement Analysis Platform (PMAP) receives a final computation;
therefore, no raw data file is available in PMAP.
¢ Month
e Call Type (DA)
.. _®_ Average Speed of Answer . . .
Retail Analog/Benchmark - LT

See Appendix A: AT&T Disaggc'gaﬁ‘on, Analdgs and Benchmarks_
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- OPERATOR SERVICES AND DIRECTORY.ASSISTANCE

Note: AT&T Does Not Include This Measure In Its Proposal

. a e L Y

Report/Measurement:

Speed to Answer Pefformance/Percent Answered within “X” Seconds — Directory Assistarice (DA)

. Definition:

Measurement of the: ée;cent o% DA calls that are answered in less than “X” seconds. The number of seconds
represented by “X” is twenty, exeept where a different regulatory benchmark has been set against the Average
Speed to Answer by a State Commission.

Exclusions: ) T

Calls abandoned by customers are not reflected in the average speed to answer but are reflected in the conversion
tables where the percent answered within “X” seconds is determined. _

Business Rules: _ e

The call waiting measurement scan starts when the cusiomer enters the quene and ends when 2 BST representative
answers the call. The average speed to answer is determined by measuring and accumulating the seconds of wait
time from the entry-of a customer into the BST call management system queue until the customer is transferred to a
BST representative. No distinction is made between CLEC customers and BST cuitomers.

Calculation: — ==

" The Percent Answered within “X” Seéonds measurement for DA is derived by using the BellCore Statistical
Answer Conversion Tables, to convert the Average Speed to Answer measure into a percent of calls answered
within “X" seconds. The BellCoré Convefsion Tables are specific to the defined parameters of work time, number

. of operators, max queue size aind call abaridonment rates.

Report Structure:

Reported for the aggregate of BST and CLECs
e State

Level of Disaggregation:

None

| DATA RETAINED (ON AGGREGATE BASIS) .

For the jtems below, BST’s Performance Measurement Analysis Platform (PMAP) receives a final computation;
therefore; no raw data file is available in PMAP,

¢ Month

o Call Type (DA)

o  AverageSpeedof Answer . ...

Retail Analog/Benchmpark . .~

[__Perity by Design

SC 10/18/00
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Eonl
Note; AT&T Does Not Include This Measure In Its Proposal
Repor{/Measurement: T
E911/Timeliness
Definition:

Measures the percentage of batch orders for E911 —databa;.q updgtf;g (to CLEC resale and BST retail records)
processed successfully within a 24-hour period. ]

Exclusions:

e  Any resale order canceled by a CLEC
e TFacilities-based CLEC orders

Business Rules:

The 24-hour processing period is calculated based on the date and time processing starts on the batch orders and
the date and time processing stops on the batch orders. Mechanical processing starts when SCC (BST’s E9U1
vendor) receives E911 files containing batch orders extracted from BST’s Service Order Communication System
(S8OCS). Processing stops when SCC loads the individual records to the E911 database. No distinctions are made
between CLEC resale records and BST retail records. a

Calcnlatien:

E911 Timeliness = % (Number of batch orders processed within 24 hours + Total number of batch orders
submiitted) X 100

Report Structure:
Reported for the aggregate of CLEC resale updates and BST retail updates
e State
.o . Region
Levels of Disaggregation:
None
DATA RETAINED

» Report month
* _Aggregate data i e

Retail Analog/Benchmark )

Parity by Design

SC 10/18/00

621 40 G| 8bed - O-/25-0002Z - DSOS - NV Z¥:0L 61 J8qWaAoN 6102 - ONISSIO0Hd HO4 d31d30IV




Attachment 9
Appendix A
Page 66
E911 :
Note: AT&T Does Not Include This Measure In Its Proposal
Report/i\&easinrement: i }
E911/Accuracy . _ T
Definition:

Measures the individual E911 telephone number (TN) record updates (to CLEC resale and BST retail records)
processed successfully for E911 with no emrors. ..

Exclusions: "~ T
«  Any resale order canceled by a CLEC
¢ FBacilities-based CLEC orders

Business Rules: ) e e

Accuracy is based on the number of records processed without esror at the conclusion of the processing cycle.
Mechanical processing starts when SCC (BST’s E911 vendor) réceives E911 files containing telephone number
(TN) records extracted from BST’s Service Order Communicatien System (SOCS). No distinctions are made
between CLEC resale records and BST retail records.

Calculation: .

E911 Accuracy = Z(Number of record individual updates processed with no errors + Total number of individual
record updates) X 100
Report Structure:
Reported for the aggregate of CLEC resale updates and BST retail updates
¢ State
. __.e_. Region. _

Level of Disaggregation:
None -
DATA RETAINED
¢  Report month
¢ Aggrepate data

Retail Analog/Benchmark
Parity by Design

SC 10/18/00

621 40 91 9Bed - D-/25-000Z - DSOS - WY Z7:0} 61 JOGUSAON 6102 - ONISSIOONd ¥OH A3 LdIIDV



Attachment 9
Appendix A
Page 67
E911 i )
Note: AT&T Does Not Include This Measure In Its Proposal
Report/Measurement: __ T "
E911/Mean Interval - e e -
Definition:

Measures the mean interval processing of E911 batch orders (to update CLEC resale and BST retail records).
Exclusions: ’

¢ Any resale order canceled by a CLEC

e Facilities-based CLEC orders

Business Rules: --

The processing period is calculated based on the date and time processing starts on the batch orders and the date
and time processing stops on thé batch orders. Data is posted in 4-hour increments up to and beyond 24 hours,
No distinctions are made between CLEC resale records and BST retail records.
Calculation: . ) B
E911 Mean Interval = ¥, (Date and time of batch order completion — Date and time of batch order submission) +
(Number of batch orders completed) .
Report Structure: . ]
Reported for the aggregate of CLEC resale updates and BST retail updates
e State
e  Region
Level of Disaggregation:
" "None
DATA RETAINED (ON'AGGREGATE BASIS) " N
¢ Reportmonth =~ = B
®  Aggregate data
Retail Analog/Benchmark
Parity by Design
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TRUNK GROUP PEREORMANCE
Note: AT&T Does Not Iriclude This Measure In Its Proposal

Rgportﬂﬂeaéuremeﬁt: _
Trunk Group Service Report .. ..
Definition:

A report of the percent blocking above the Measured Blocking Threshold (MBT) on all final trunk groups
between CLEC Points of Termination and BST end offices or tandems.
Exclusionss. ..

*  Trunk groups for which valid traffic data is not available
» __ High use trunk groups . -
Business Rules: . .
Traffic trunking data measurements are validated and processed by the Total Network Data System/Trunking
(TNDS/TK), a Telcordia (BellCore) supported application, en an hourly basis for Average Business Days
(Monday through Friday). The traffic load sets, including offered 1oad and observed blocking ratio {calls blecked
divided by calls attempted), are averaged for a 20 day period, and the busy hour is selected. The busy hour
average data for each trunk group is captured for reporting purposes. Although all trunk groups are available for
reporting, the report highlight those trunk groups with blocking greater than the Measured Blocking Threshold
(MBT) and the number of consecutive monthly reports that the trunk group blocking has exceeded the MBT. The
MBT for CTTG is 2% and the MBT for all other trunk groups is 3%.
Calculation: e
Measured blocking = (Total nurhber of blocked calls) / (Total number of attemptad calls) X 100
Report Structure: L T
e BST Aggregate
> CTIG
> Local

e CLEC Aggregate _
> BST Administered CLEC Trunk
» CLEC Administered CLEC Trunk

e CLEC Specific
> BST Administered CLEC Trunk
> CLEC Administered CLEC Trunk

Level of Disaggregation: ‘ T

State | _. .- .
DATA RETAINED RELATING TO CLEC DATA RETAINED RELATING TO BST
EXPERIENCE EXPERIENCE .
e Report month * Report month "
o Total trunk groups ¢ Total trunk groups
*  Total wunk groups for which data is available * Total trunk groups for which data is available
] 'I‘n_mlg groups with blocking greater than the ¢ Trunk groups with blocking greater than the MBT
MBT ¢ Percent of trunk groups with blocking greater than the
e Percent of trunk groups with blocking greater MBT
than the MBT . ..
Retail Analog/Benchmark: _ T
Retail Analog T
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TRUNK GROUP PERFORMANCE
:Rg)oi-t/Me:"a_éure’r;anﬁ .
Trunk Group Service Detail ., _ __ e
Definition;_ ) )

A detailed list of all final trunk groups between CLEC Points of Presence and BST end offices or tandems, and the

actual blocking performance when the blocking exceeds the Measured Blocking Threshold (MBT) for the trunk

groups.
Exclusions:

]

o None. . .
Bisiness Rules:

For CLEC Results:

Percent Call Completion: For determining outbound call blocking, the number of CLEC customer call attempts,
Where the customer dials a valid telephone number, is accumulated for the reporting period. The number of blocked
¢all attermpts experienced by CLEC customers, where a call to a valid telephone number was not completed by the
network because of ILEC-controlled capacity limitations or other ILEC network trouble, also is accumulated during
the reporting period. At the end of the reporting period, the total number of blocked artempts is divided by the total
numbe; of attempts, and the ratio is expressed as a percentage. For inbound calling, the results will measure calls
originating on the ILEC's network and blocked from terminating on the CLEC’s network.

For ILEC Results:

The approach is identical to that described for the CLEC, except that the network performance is measured only for
representative ILEC service configurations.

Other Clarifications and Qualifications: i
CLECs may agree to call completion reports in lieu of or in addition to blocking reports.

Calculation:

Measured Blocking = (Total number of blocked call attempts (separate measure for inbound and eutbound) during
the busy hour / (Total number of attempted calls _dun'ng busy hour) X 100

621 40 61 8bed - O-/25-0002Z - DSOS - NV Z#:0L 61 J8qWaAON 6102 - ONISSIO0Hd HO4 d31d30IV

Report Structure:
e BST Specific” e  CLEC Specific
» Traffic Identity » Traffic Identity
» TGSN » TGSN
> Tandem » Tandem
> End Office » CLECPOT
> Description > Description
» Observed Blocking » Observed Blocking
> Busy Hour > Busy Hour
> Number Trunks » Number Trunks
» Valid study days > Valid study days
» Number reposts » Number reports
» Remarks » Remarks
_Level of Disagpregation:

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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Percent of trunk groups with blocking greater
than the MBT

Traffic identity, TGSN, end points,
description, busy hour, valid study days,
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DATA RETAINED RELATING TO CLEC DATA RETAINED RELATING TO BST
EXPERIENCE T . EXPERIENCE
e  Report month ¢ Report month
o  Total trunk groups ¢ Total trunk groups
o Total trunk groups for which data is available e  Total trunk groups for which data is avdilable
¢  Trunk groups with blocking greater than the »  Trunk groups with blocking greater than the MBT
MBT .

Percent of trunk groups with blocking greater than the
MBT

o  Traffic identity, TGSN, end points, description, busy
hour, valid study days, number repoits

e By Switch (Serving CLEC) far ILEC

numberreports o ¢ Trunk Capacity Type
¢ By Switch (Serving €LEC) for CLEC ¢ Trunk Group Identifier
e Trunk Capacity Type o  Geogtaphic Identifier
¢  Tronk Group Identifier » ' Busy Hour and Day
®  Geographic Identifier e (Calls Attempted
¢  Busy Hour and Day o  Calls Blocked
e (Calls Attempted
e  Calls Blocked _—
Retail Analog/Benchmark: - -

_See Appendix A: AT&T Disaggregation, Analogs and Benchmarks o

621 Jo 0g abed - O'LZQ"OOOZ - 0SdOS - NV Z7:01 61 J2qWanoN 6102 - ONISSFO0Hd ¥Od 3Ld300V

SC 10/18/00



Attachment 9
Appendix A
Page 71
COLLOCATION
;Repo—"ptllvl‘ Measurement: I
Collocation/Average Response Time
Definition; . = —

Measures the av'eiage time (counted in business days) from the receipt of a complete and accurate colloeation
application (including receipt of application fees) to the date BellSouth responds in writing.

Exclusions:

¢ Any application cancelled by the CLEC or CLEC requested delays

Business Rules;

For CLEC Results:

Mean Time to Respond to Collocation Request: The respense interval for each space request is determined by
computing the elapsed time from the ILEC recéipt of a collocation request (or inquiry) from the CLEC, to the time the
ILEC returns the requested information or coinmitment to the CLEC. Elapsed time is accumulated for each type of
collocation space request, and then divided by the associated total number of collocation requests received by the
ILEC during the report period.

For ILEC Results: .
The ILEC computation is identical to that for the CLEC for provision of collocations to ILEC affiliates. Largely,
however, tariff and contract standards will be the benchmarks that ILECs must meet for a parity determination. Their

vast number of end offices compared to CLECs’ switch deployment make it difficult to develop the appropriate
analog. .

Other Clarifications and Qualifications:

»  Elapsed time is measured in days and hours.

* A response to the collocation request will only be considered to be “received” if it is a thorough and actionable
plan (i.e., a simple “yes” or “no” is not sufficient).

e Questions about the CLEC’s collocation request also do not count as a “received response.”

Calculation:

Average Response Time = Z(Request Response Date) — (Request Submission Date) / Count of Responses
Returned within Reporting Period.

Report Structure:

¢ Individual CLEC (alias) aggregate
*  Apgeregate of all CLECs, .

Level of Disaggregation:._ ~

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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DATA RETAINED RELATING TO CLEC DATA RETAINED RELATING TO BST
EXPERIENCE EXPERIENCE .
e Report Month e Report Month
e Request Identifier (e.g., unique tracking number) *  Request Identifier
¢ Date and Time of Request receipt by ILEC. ¢ Date and Time of Request Receipt by ILEC
* Request type (perreparting dimension) ¢ Response Date and Time
® Response Date and Time ¢  Committed Delivery Date and Time
¢  Committed Delivery Date and Time ®  Actual Delivery Date and Time
¢  Actual Delivery Date and Time ®  Geographie séope
¢  Response Date and Time
e Geographic Scope -

Retail Analog/Benchmark:

See Appendix A: AT&T Disaggregation, Analogs and Beichmarks
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COLLOCATION

Report/Measurement:
Collocation/Average Arrangement Time
Definition:

Measures the av???—age time (counted in business days) from the receipt of a complete and accurate Bona Fide firm
order (including receipt of appropriate fee) to the date BST complétés the collocation arrangement.
Exclusions:

* Any Bona Fide firm order caiicelled by the CLEC or CLEC requested delays

Bué_ingss Rules:

For CLEC Results: '

Mean Time To Provide Collocation Arrangements: The interval is the elapsed time from the ILEC’s receipt of an
ordet for collocation (from the CLEC) to the ILEC’s return of a valid completion notification to the CLEC. Elapsed
time for each order is then divided by the associatéd total number of collocation orders completed within the
reporting period for each type of collocation. The measurement is similar to the Average Completion Interval for

resold services and unbundled network element orders and could be reflected as a separate category of that
measurement.

For ILEC Results:
The ILEC computation is identical to that for the CLEC for provision of collocations to ILEC affiliates. Largely,
however, tariff and contract standards will be the benchmarks that JLECs must meet for a parity determination. Their

vast number of end offices compared to CLECS’ switch deployment make it difficult to develop the appropriate
analog.

Other Clarifications and Qualifications:

o Elapsed time is measured in days and hours.

» Aresponse to the collocation request will only be considered to be “received” if it is a thofough and actionable
plan (i.e., a simple “yes” or*“no” is not sufficient).

+ ___Questions about the CLEC’s collocation reguest also do not count as a “received response.”

Calculation: .

Average Arrangement Time = Z(Date Collocation Arrangement is Complete) — (Date Order for Collocation
Arrangement Submitted) / Total Number of Collocation Arrangements Completed during Reporting Period.

Report Structure:

¢ Individual CLEC (alias) aggregate
e Apgpregate of all CLECs
Level of Disaggrepation:

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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DATA RETAINED RELATING TQ CLEC DATA RETAINED RELATING TO BST
EXPERIENCE . ___EXPERIENCE

e’ 'Report Month *  Report Month

s  Request Identifier (e.g., unique tracking number) ®  Request Identifier

s Date and Time of Request receipt by ILEC. ® Date and Time of Request Receipt by ILEC

e Request type (per reporting dimension) * Response Date and Time

e Response Date and Time ¢  Committed Delivery Date and Time

e  Comumitted Delivery Date and Time * Actual Delivery Date and Time

e  Actual Delivery Date and Time ®  Geographic scope

e Response Date and Time

SC 10/18/00
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®  Geographic Scope ” | ]
Retail Analog/Benchmark: .

See Agp;ndix A:_AT&T Disaggregation, Analogs and Benchmarks
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COLLOCATION

Report/Measurement: . ] ~

Collocation/Percent of Due Dates Missed )

. Definition:
Measures the percent of missed due dates for collocation arrangements. _

Exclusions: e e =
e  Any Bona Fide firm order cancelled by the CLEC or CLEC requested delays
5 .

Business Rules: . _

For CLEC Results:

Percent Due Dates Missed: For each type of collocation, both the total numbers of erders completed within the
reporting interval and the number of orders completed but missing the committed due date (as specified on the initial
confirmation returned to the CLEC) are counted. The resuiting count of orders completed later than the committed
due date is divided by the total number of orders completed. The measurement is similar to the Percent Completed
on Time for resold services and unbundled network element orders and could be reflected as a separate category
within the Percent Completed on Time measurement.

For ILEC Results: )
The ILEC computation is'identical t6 that for the CLEC for provision of collocations to ILEC affiliates. Largely,
however, tariff and centract standards will be the benchmarks that ILECs must meet for a parity determination. Their

vast number of end offices compared to CLECs’ switch deployment make it difficult to develop the appropriate
analog.

Other Clarifications and Qualifications:

+  Elapsed time is measured in days and hours. .

» A response io the collocation request will only be considered to be “received” if it is a thorough and actionable

plan (i.e., a simple “yes” or “no” is not sufficient).

Questions about the CLEC's collocation request also do not count as a “received response.”

Calculation: . T . .
% of Due Dates Missed = £ (Number of Orders not completed w/ ILEC Committed Due Date during Reporting
Period) / Number of Orders Completed in Reporting Period) X 100

Report Structure: . ..
+ Individual CLEC {alias) aggregate
®  Aggregate of all CLECs

Level of Disaggregation:

See.Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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DATA RETAINED RELATING TQ CLEC DATA RETAINED RELATING TO BST
EXPERIENCE =~ EXPERIENCE -
e Report Month e Report Month
* Request Identifier (e.g., unique tracking number) s  Request Identifier
* Date and Time of Request receipt by ILEC. ¢ Date and Time of Request Reeeipt by ILEC
*  Request type (per reporting dimension) ¢ Response Date and ‘Time
¢  Response Date and Time ¢ Committed Delivery Date and Time
*  Committed Delivery Date and Time ®  Actual Delivery Date and Time
e  Actnal Delivery Date and Time *  Geographic scope
¢  Response Date and Time
¢ Geographic Scope .. 2 o
Retail Analog/Benchwmark: . 7. - {
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| See Appendix A: ATZT Disaggregation, Analogs and Benchmarks |
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MEASURES PROPOSED BY AT&T TO REPLACE BELLSOUTH’S BILLING INVOICE MEASURES:

Report/Measurement:
Percent Mechanized Billing Format Accuracy = B
Definition; T
The purpose of this measurement is to monitor the accuracy of the mechanized billing format.
Exclusions: e ' -
»  None
Business Rules: '
The ILEC will establish a quality control process that is disclosed to CLECs and that is no less rigorous than the
most rigorous quality monitoring established in the ILEC billing service contracts for long distance service
providers. The quality monitoring process must be disclosed in advance and process auditing must be permitted.
The records and invoices delivered by the ILEC must simultaneously meet the standards relating to content,
accuracy and formatting in order to be counted as accurate. If a sampling process is used to monitor accuracy,
then the study results must be reconfirmed no less than quarterly.
“Calculation:
Percent Mechanized Billing Format Acéuracy = {(Total Number of Accurate Mechanized Local Bills)/(Total
Number of Mechanized Local Bills Processed)] x 100
Repoit Structure: e .
« CLEC Specific
s CLEC Aggregate
e BST Aggregate
Level of Disaggregation:
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks

DATA RETAINED RELATING TO ALEC DATA RETAINED RELATING TO BST
EXPERIENCE EXPERIENCE

»  Report Month * ReportMonth

»  Record Type or Invoice Type * Record Type or Invoice Type

»  Mean Delivery Interval ¢ Number of Records With Errors

Standard Error of Delivery Interval e  Number of Records Created

+  Number of Messages or Invoices Delivered »  Number of Messages or Invoices Delivered

¢ Number of Accurate Mechanized Lacal Bills ¢ Number of Accurate Mechanized Local Bills

__....Number of Mechanized Local Bilis s Number of Mechanized Local Bills

Retail Analog/Benchmark; .
See Appgndix A: AT&T Disagoregation, Analogs and Benchmarks
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Repori/Measurement: .
___Percent Process Accuracy of Current Billing Activity
Definition; :

The purpose of this measurement is to monitor the pracess accuracy of the current billing activity.
Exclusions: T

« None . V T
Business Rules: _ . .

O

Calculation:

Percent Process Accuracy of Current Billing Activity = {{(ITotal Other Charges &Credits Billed Dollars!)+(Total
Detail Of Adjustments Billed Dollars!)]-(ITotal Correction & Correction Adjustment Dollarsl)}/[(ITotal Other
Charges & Credits Billed Dollarsl)+({Total DOA Billed Dollarsh] x 100
Report Structure: s
« ~ CLEC Specific ’ ’ N
. o CLEC Aggregate
.+ BST Aggregate
Level of Disaggregation: )

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks )

DATA RETAINED RELATING TG ALEC DATA RETAINED RELATING TQ BST
EXPERIENCE ) EXPERIENCE .

« Report Month *  Report Month

« Record Type or Invoice Type «  Record Type or Invoice Type

»  Mean Delivery Interval +  Number of Records With Errors

«  Standard Error of Delivery Interval «  Number of Records Created

¢ Number of Messages or Invoices Delivered »  Charges & Credits Billed Dollars

o  Charges & Credits Billed Dollars »  Adjustment Rilled Dollars

¢  Adjustment Billed Dollars ¢  Correction Adjustment Dollars

» _ Cormection Adjustment Dollars e . .
Retail Analog/Benchmark: i

See Appentlix A: AT&T Disaggregation, Analogs and Benchmarks _
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Report/Measurement:
Percent Switched Local Billing Accuracy e
Definition: . o
__The purpose of this measurement is to monitor the switched local billing accuracy.
Exdclusions: . o7
+ None ’
Business Rules: _

The ILEC will establish a quality control process that s disclosed to CLEC:s and that is no less rigorous than the
most rigorous quality monitoring established ifi the ILEC billing service contracts for long distance service
providers. The quality monitoring process must be disclosed in advance and process auditing must be permitted.
The records and invoices delivered by the ILEC must simultaneously meet the standards relating to content,
accuracy and fermatting in order to be counted as accurate. If a sampling process is used to monitor accuracy,
then the study results must be reconfirmed no less than quarterly
Calculation: =
Percent Switched Local Billing Accuracy = [(ITotal Switched Billed Dollarsl)-(ISwitched Adjustment
Dollars))}/(ITotal Switched Billed Doéllars!) x 100
Report Structure: .
« CLEC Specifi¢ ST
e« CLEC Aggregate -
« BST Aggregate

Level of Disaggregation:
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
DATA RETAINED RELATING TO ALEC DATA RETAINED RELATING TO BST-
EXPERIENCE EXPERIENCE
"« ' Report Month *  Reéport Month i
»  Record Type or Invoice Type »  Record Type or Invoice Type
«  Mean Delivery Interval »  Number of Records With Errors
« Standard Error of Delivery Interval ¢ Number of Records Created
»  Number of Messages or Invoices Delivered ¢  Switched Billed Dollars
+  Switched Billed Dollars »  Switched Adjustment Dollars
+  Switched Adjustment Dollars e

Retail Analog/Benchmark: ~
Sec Appendix A: AT&T Disaggregation, Analogs and Benchmarks -
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Report/Measurement: s ’ N
Percent On-Timé Mechanized Local Services Invoice Delivery
Definition: !

" The purpose of this measurement is to monitor the perEentlbf invoices successfully transmitted to the CLEC
within 10 calendar days of the close of a bill cycle.
Exclusions:

.._*__ Any invoices rejected due to formatting or content errors
Business Rules:

This measure captures the elapsed number of days between the scheduled close of a Bill Cycle and the ILEC’s
successful transmission of the associated invoice to the CLEC. For each invoice, the calendar date of the
scheduled close of Bill Cycle is compared to the calendar date that successful invoice transmission to the CLEC
completes to determine the number transmitted within 10 calendar days. The nurhber transmitted within 10
calendar days is divided by the number of complete invoices sent in the reporting period,
Calculation: . )
Percent On-Time Mechanized Local Services Invoice Delivery = [(Total Number of Mecbanized Local Bills
Received On Time)/(Total Number of Mechanized Local Bills Processed)] x 100
Report Structure: .
» CLEC Specific
¢ CLEC Aggregate
»  BST Aggregate
Level of Disaggregation: -
See Appendix A: AT&T Disagpregation, Analogs and Benchmatks _

DATA RETAINED RELATING TOALEC . DATA RETAINED RELATING TO BST
EXPERIENCE EXPERIENCE

»  Report Month : +  Report Month i

¢ Record Type or Invoice Type »  Record Type or Invoice Type

e Mean Delivery Interval »  Number of Records With Errors

«  Standard Error of Delivery Interval ¢ Number of Records Created

¢ Number of Messages or Invoices Delivered o Number of Mechanized Local Bills Received

e  Number of Mechanized Local Bilis Received On-Time

On-Time ¢  Number of Mechanized Local Bills
» Number of Mechanized Local Bills

Retail Analog/Benchmark:
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks e
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Report/Measurement:
Percent On-Time Service Order Billing
Definition:

The purpose of this measurement is to monitor the percent of dollars on all service orders completed within 60
calendar days of the cumrent bill date/cycle

Exclusions:

+ None

Business_ _Rules:

Calculation:

Percent On-Time Service Order Billing = [(Sum of the Absolute Value of Timely Other Charges & Credits
Dollars)/{(Sum of the Absolute Value of Other Charges & Credits Billed Dollars)] x 100

Repart Structure:

» CLEC Specific
o CLEC Aggregate
e BST Aggregate

Level of Disagerepation: ~

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks =

DATA RETAINED RELATING TO ALEC DATA RETAINED RELATING TO BST
EXPERIENCE e EXPERIENCE
»  Repont Month «  Report Month
»  Record Type or Invoice Type » Record Type or Invoice Type
e  Mean Delivery Interval *  Mean Delivery Interval
«  Standard Error of Delivery Interval »  Standard Error of Delivery Interval
e  Number of Messages or Invoices Delivered o Number of Messages or Invoices Delivered
»  Charged Dollars o  Charged Dollars
¢ Credit Dollars - . s Credit Dollars
Retail Analog/Benchmark:

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks . . o
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Report/Measurement: . -
‘Percent On-Time Correction/Adjustment Dollars N i
Definition: )

" The purpose of this measurement is to monitor the adjustments or corrections which are implemented within 60
days of decision to grant adjustment or adjustment claim submission.,
Exclusions: -
¢ None .
Business Rules: ]

Calculation: T

Percent On-Time Cotrection/Adjustment Dbl]z;rs = ‘[(lTotal Correction/Adjustment Dollars{)-(ITotal

Correction/Adjustment Dollars > 60 Calendar DaysD}/(ITotal Correction/Adjustment Dollarsh) x 100
Report Structure: . .

& CLEC Specific T )
* CLEC Aggregate
o _BST Aggregate

Level of Disaggregation: T
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks o
DATA RETAINED RELATING TO ALEC DATA RETAINED RELATING TO BST
EXPERIENCE _ EXPERIENCE .
e Report Month *  Report Month -
*  Record Type or Invoice Type *  Record Type or Invoice Type
e Mean Delivery Intervdl . ¢ Mean Delivery Interval :
»  Standard Error of Delivery Interval *  Standard Error of Delivery Intetval
»  Number of Messages or Invoices Delivered »  Number of Messages or Invoices Delivered
» _Corection/Adjustment Dollars »__Correction/Adjustment Dollars

Retail Analog/Benchmark:
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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Report/Measurement; i
Percent On-Time Switched Local Charges
Definition: . ] - :
The purpose of this measiirement is to monitor the on-time delivery of Switched Local Charges.
Exclusions: .. )
s+ None -
Business Rufes: ~ i

Calculation: ) ”

Percent On-Time'Switched Local Charges = {(Switched Local Charges)-(Switched Local Charge; Bﬁled>60
Calendar Days From Date Service Rende;:ed)] x 100

Report Structure:
¢ CLEC Specific T
» CLEC Aggregate
» BST Aggrepate

Level of Disaggregation: .
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
DATA RETAINED RELATING TO ALEC DATA RETAINED RELATING TO BST
EXPERIENCE . EXPERIENCE
e Report Month ¢ Report Month
«  Record Type or Invoice Type »  Record Type or Invoice Type
e Mean Delivery Interval ¢ Mean Delivery Interval
»  Standard Ermror of Delivery Interval »  Standard Emor of Delivery Interval
»  Number of Messages or Invoices Delivered »  Number of Messages or Invoices Delivered

Number of Charges > 60 Calendar Days Fiom

Date Service Rendered .
* __ Delivery Date of Switched Logcal Charges .
Retail Analog/Benchmark: o

See Appendix A: AT&T Disaggregation, Analogs and Bcnchniarks
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ADDITIONAL MEA§URES PROPOSED BY AT&T
Report/Measurement': L —
Acknowledgement Timeliness _
Definition: _

This measure is designed to monitor the rate at which the CLECSs receive a timely acknowledgement from the
JLEC afier the submission of a Local Service Request.
Exclusions: .
o None . a . . _’
Business Rules: -
For CLEC Results: '

An acknowledgement is the first indicator that the Local Service Request has been received by the ILEC and is
under analysis. Acknowledgement Timeliness is determined by computing the elapsed time (in minutes and
seconds) from the ILEC receipt of a Local Service Request from the CLEC, to the time the ILEC returns the
acknowledgement that a syntactically correct order has been received. Elapsed time is calculated for each
acknowledgement. The acknowledgments that are returned within 15 Minutes are categorized in a manner
consistent with the specified level of disaggregation, then divided by the associated total number of
acknowledgements transmitted by the ILEC during the reporting period. ’
Other Clarifications and Qualification:
»  When the ILEC processes orders for a CLEC via different interfaces (e.g., LENS, EDI of TAG) then the
preceding measurement must be computed for each interface arrangement.
» Allintervals are measured in minutes and seconds rounded to the nearest second.
*  Because this should be a highly automated process, the accumulation of elapsed time continues through off-
schedule, weekends and holidays.
+ “Syatactically correct” means all fields required to process an order are populated and reflect the correct
format as agreed and documented in the current interface specifications. .
Calculation: R .. i
Acknowledgement Timeliness = [(Date and Time Local Service Request is Received by the ILEC)-(Date and
Time Acknowledgement of Syntactically Correct Local Service Request is Transmitted From the JLEC
Gateway)]; '
[(Count of All Acknowledgements Transmitted Within 15 Minuntes)/(Count of All Acknowledgements
Transmitted in the Reporting Period)] X 100 .
Report Structures .. _
+  Fully Mechanized, Partially Mechanized, Total Mechanized
«  State and Region
s CLEC Specific
o CLEC Aggregate
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Level of Disaggregation: _
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
Data Retained Relating Ta CLEC Data Retained Relating To BST Performance;
Experience: O C )
*  Report Month » Report Month
¢  Total number of LSRs e  Total number of LSRs
+  Total number of Rejects e Total number of Errors
*  Total Number of Errors e  Adjusted Error Volume
»  State and Region «  State and Region
Count of Firm Order Acknowledgements »  Count of Order Acknowledgments
»  Count of Syntax Rejects ¢ Countof Syntax Rejects
*  Count of Legacy System Rejects « . Count of Legacy System Reject
*  Count of Orders Submitted s  Count of Orders Submitted
o Interface Type ¢ Interface Type
*  Order Activity Type e Order Activity
*  Original order date for rejected orders ¢ Service Type
*  Rejection Notice Date and Time ¢ Volume Category
o Service Type o L
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»  Volume Category N | :
+ ~ Manual Fallout . a
Retail Analog/Benchmark:

See Appendix A: AT&T Disagpregation, Analogs and Benchmarks
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Report/Measurement: N -
Acknowledgement Completeness .
Definition: T

This measure is designed to monitor the percent of acknowledgements received by the CLEC from the ILEC after
the submission of a Local Service Request. .

Exclusions:
¢ Nome
Business Rules:
For CLEC Results: o |
An acknowledgement is the first indicator that the Local Service Request has been received by the ILEC and is
under analysis. Acknowledgement Completeness is determined by computing the number of acknowledgements
transmitted by the JLEC and divided by the numbér of Local Service Requests received by the ILEC during the
reporting period.
Other Clarifications and Qualification; X
¢ When the ILEC processes orders for a CLEC via different interfacés (e.g., LENS, EDI or TAG) then the
preceding measurement must be computed for each interface arrangement,
*  Allintervals are measured in minutes and seconds rounded to the nearest second.
* . Because this should be a highly automated process, the accumulation of elapsed time continues through off:
schedule, weekends and holidays.
o . “Syntactically correct” means all fields required to process an order are populated and reflect the cormrect
format as agreed and documented in the current interface specifications.
Calculation: -

Acknowledgements Completeness = [(Total Number of Acknowledgements)/(Total Number of Service Requests
Received in the Reporting Period)] X 100 . N
Report Structure: , .
¢  Fully Mechanized, Partially Mechanized, Total Mechanized T
»  State and Region
» CLEC Specific
o CLEC Aggresate
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Level of Disaggregation: ; . .
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks C
~  Data Retained Relating To CLEC . Data Retained Relating To BST Performance:
Experience: . -
*  Report Month *  Repert Month
» Total number of LSRs » Total number of LSRs
»  Total number of Rejects »  Total number of Errors
s  Total Number of Errors e Adjusted Error Volume
s  State and Region ’ +  State and Region
*  Count of Firm Order Acknowledgements »  Count of Order Acknowledgments
»  Count of Syntax Rejects » Countof Syntax Rejects
«  Count of Legacy System Rejects »  Count of Legacy System Reject
»  Count of Orders Submitted ¢ Count of Orders Subgmitted
e Interface Type »  Interface Type
*  Order Activity Type e Order Activity
*»  Original order date for rejected erders *  Service Type
* Rejection Notice Date and Time *  Volume Catégory
e Service Type .
¢ Volume Category
* _ Manual Fallout . X .
Retail Analog/Benchmark: N

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks ] —
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Repoit/Measurement: T
Firm Order Commitment and Reject Response Completeness e e
Definition: ’ ”

A response is expected from the ILEC for every Local Service Request transaction (version). More than one
response or differing responses per transaction is not expected. Firm Order Commitment and Reject Response

Completeness is the corresponding number of Local Service Requests received to the combination of Firm Order
Commitment and Reject Responses. ‘

Exclusions: .
¢ Service Requests canceled by the CLEC prior to being committed or rejected.
Business Rules:

¢ Mechanized - The number of FOCs or Rejects seat to the CLEC from LENS, EDI, TAG in response to
electronically submitted LSRs (date and time stamp in LENS, EDI, TAG). )
¢ Partially Mechanized - The number of FOCs or Rejects sent to the CLEC from LENS. EDI, TAG in
response to electronically submitted LSRs (date and time stamp in LENS, EDI, TAG), which fall out for
manual handling by the LCSC personnel. ’
» Total Mechanized - The number of the combination of Fully Mechanized and Partially Mechanized LSRs
¢ Non-Mechanized - The number of FOCs or Rejects sent to the CLEC via FAX Server in response to
manually submitted LSRs (date and time stamp in FAX Server). :
For CLEC Results: .
Firm Order Commitment and Reject Response Completeness is determined in two dimensions:
Percentresponses is determined by computing the number of Firm Order Commitments and Rejects
transmitted by the ILEC and dividing by the number of Local Service Requests (all versions) received in the
reporting period.
«  Percent of multiple responses is detérmined by computing the number of Local Servica Request unique
versions receiving more than one Firm Order Commitments, Reject or the combination of the two and

dividing by the number of Local Service Requests (alt versions) received in the reporting period.
For JLEC Results: '

Same compntation as for the CLEC.
Other Clariftcations and Qualification: ) )
¢ When the ILEC processes orders for a CLEC via different interfaces (e.g., LENS, ED] or TAG) then the
preceding measurement must be computed for each interface arrangement. :
o  TheILEC service agent's attempt to submit an order for processing by the ILEC OSS is considered
equivalent to the ILEC acknowledgment of the CLEC’s order. c
»  TheILEC OSS return of any indication to the service agent that an order capnot be processed as submitted is
eonsidered equivalent to the ILEC return of a rejection notice to the CLEC.
*  Return of any information (e.g., order recapitulation) to the ILEC customer service agent that indicates no
errors are evident or that an order can be processed, is the equivalent of the JLEC return of a FOC to the
CLEC. o
Calculation — Single FOC/Reject Response Expected
Firm Order Commitments / Reject Resporise Completeness = [(Total Number of Service Requests for Which a
Firm Order Commitments or Reject is Sent/Total Number of Service Requests Received in the Report Period)] X
100 -
Calculation ~ Multiple or Differing FOC/Reject Responses Not Expected
" Firm Order Commitment and Reject Response Completeness = [(Total Number of Firm Order Commitments Per
L3R Version)+(Total Number of Reject Responses Per LSR Version)+(Combination of Firm Order
Commitments and Reject Per LSR Version)/(Total Number of Service Requests (All Versions) Received in the
Reporting Period) X 100] .
Report Structure: ) ]
Fully Mechanized, Partially Mechanized, Total Mechanized, Non-Mechanized
=  State and Region
CLEC Specific
e CLEC Aggregate
BellSouth Specific
Level of Disagaregation:

_ See Appendix A: AT&T Disaggregation, Analogs and Bcnctnnarlgs
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Data Retained Relating To CLEC Data Retained Relating To BST Performance:
Experience: . -
»  Report Month ¢  Report Month
Total number of LSRs e Total number of LSRs
¢  Total number of Rejects ¢  Total number of Errors
»  Tatal Number of Errors «  Adjusted Error Volume
« State and Region ¢ Stateand Region
s  Count of Orders Completed Without o  Count Orders Completed Without Manual
Manual Intervention Intervention
»  Count of Firm Order Commitments «  Count of Order Commitments
+  Count of Syntax Rejects e Countof Syntax Rejects
s  Count of Legacy System Rejects ¢ Count of Legacy System Reject
»-  Count of Orders Submitted e  Count of Orders Submitted
« Interface Type « Interface Type
e Order Activity Type o Order Activity
»  Original order date for rejected orders s  Service Type
¢ Rejection Notice Date and Time ¢ Volume Category
¢ Service Type -
»  Volume Category
e  Manual Fallout (for Mechanized Ordeis
Only)
Retail Analog/Benchmark: .

See Appendix A: AT&T D;saggregauon, Analogs and Benchmarks
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Report/Measurement: .. ”
Provisioning Notifieation Completeness -7
Definition:

" The percent of Local Service Requests eligible to complete that receive notification of provisiorting completion.
Local Service Requests are eligible to complete if the order is not in clarification on the date and time the LSR is

dué to be provisioned and completed; a supplement LSR has not been sent to the ILEC to cancel the LSR, and the
due date has passed, 3 :

Exclusions: .. .
*  Service Requests which is in clarification on the date and time the LSR is due to be provisioned and
completed. .

*  Service Requests canceled by the CLEC prior to being committed or rejected.
s Service Requests which have not yet reached the due date. .
Business Rules:
Provisioning Notification Completeness is determined by counting the number 6f completed Local Service
Requests and then dividing by the total number of Local Service Requests received that are eligible to complete.
_Calculation: i ] -
Provisioning Notificatioh Cofupleteness = [(Count of Completed Local Service Requests)/(Total Number of
Local Service Requests Received That are Eligible to Complete in the Reporting Period)] X 100
Report Structure: L ] .
»  Fully Mechanized, Partially Mechanized, Total Mechanized, Non-Mechanized
e State and Region
»  CLEC Specific
o CLEC Aggregate
Level of Disaggrepation:
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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Data Retained Relating To CLEC ) Data Retained Relating To BST Performance;
Experience:

«  Report Month «  Report Month

¢ Total number of LSRs » Total number of LSRs

»  Total number of Rejeets + Total number of Errors

¢  Total Number of Errors «  Adjusted Error Volume

e  State and Region « State and Region

e Count of Orders Completed Without »  Count Orders Completed Without Mannal

Manuval Intervention Intervention

«  Count of Firmy Order Commitments «  Count of Order Commitments

+  Count of Syntax Rejects o Count of Syntax Rejects

«  Count of Legacy System Rejects o Count of Legacy System Reject

¢  Count of Orders Submitted »  Count of Orders Submitted.

+ Interface Type » Interface Type

s Order Activity Type e Order Activity

»  Original order date for rejected orders »  Service Type

* Rejection Notice Date and Time ¢ Volume Category

«  Service Type

e “Volume Category

»  Manuval Fallout (for Mechanized Orders

Qnly) . s -

Retail Analog/Benchmark:

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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Report/Measurement: ..
Percent Order Accuracy L B
Definition:

Customers expect that their service provider will deliver precisely the service ordered and all the featur
specified. A service provider that is unreliable in fulfilling orders, will not only generate ill-will with customers
when errors are made, but will also incur higher costs to rework orders and to process customer complaints. This
measurement monitors the accuracy of the provisioning work performed by the ILEC, in response to CLEC
orders. When the ILEC provides the comparable measure for its own operation, it is possible to know if
provisioning werk performed for CLECs is at least as accurate as that performed by the ILEC for its own retail
local service operations.
Exclusions:

»' " Orders canceled by the CLEC

o Order Activities of the ILEC associated with internal or administrative use of local services,

»  For resubmissions impact on due date measure, ILEC would not have to comply if tying final accepted order
to original order is technically infeasible (But feasibility issue will be revised as systems are upgraded.)

Business Rules: ) -

For CLEC Resulfs: ) o

For each order completed during the reporting period, the original account profile and the order that the CLEC

seat to the ILEC are compared to the services and features reflected upon the account profile as it existed

following completion of the order by the ILEC. An orderis “completed without error” if all service attribute
and account detail changes (as determined by comparing the original and the post order completion account
profile) completely and accurately reflect the activity specified on the original and any supplemental CLEC
orders. “Total number of orders completed” refers to the total number of order completion notices sent to the

CLEC by the ILEC for each reporting dimension identified below.

For ILEC Results:

Same computation as for the CLEC with the clarifications noted below.

Other Clarifications and Qualification: .

»  Order Supplements - If the CLEC initiates any supplements to the originally submitted order, for the
purposes of reflecting changes in customer requirements, then the cumulative effect of the injtial order and
all the supplemental orders will be compared. Differences will be determined by comparing the pre- and
post-order completion account profiles for the affectéd customer. E

Completion Notices - To the extent that the ILEC supplies a completion notice containing sufficient

: information to perform validation of the order accuracy, then the Completion Notice information can be
utilized in lieu of the comparison of the “before” and “after” account profiles. Use of the completion notice
for this purpose would need to be at the mutual agreement of the ILEC and the CLEC.

«  All Orders - The comparison is between the CLEC oider and the account profile as it existed before and
after order completion. N

¢  Service Profile,- If a sample is employed for this measurement, then the ILEC should also be prepared, if
requested, to demonstrate that the order activity types represented within each service type for both the ILEC
and CLEC sample are representative of actual experiences for each entity.

¢ Sampling may be utilized to establish order accuracy provided the results produced are consistent with the
reporting dimensions specified, the sample methodology is disclosed in advance and reflects generally
accepted sampling methodology and the sampling process may be audited by the CLEC.

Calculation: _

-_..Percent Order Accuracy = [(% Orders Completed w/o Error)/{ZOrders Completed )1.X 100
Report Structure: .

« CLEC Specific o

» CLEC Aggregate

o BST Aggregate __
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Level of Disaggregation:
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks ’
Data Retained Relating To CLEC Experience: Data Retained Relating To BST Performance;
e  Report Month ST ¢ Report Month
»  Count of Orders Completed Without Manual »  Count Orders Completed Without Manual
Intervention b Intervention
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¢  Count of Firm Order Commitments «  Count of Order Commtments
« * Count of Syntax Rejects o Count of Syntax Rejects
e Count of Legacy System Rejects o  Count of Legacy System Reject
»  Count of Orders Submitted «  Count of Orders Submitted
o Interface Type . o Interface Type
»  Order Activity Type «  Order Activity
»  Original order date for rejected orders e Service Type
* Rejection Notice Date and Time »  Volume Category
e  Service Type
¢ Volume Category
« __Manual Fallout (for Mechanized Orders Only)
Retail Analog/Benchmark:

See Appendix A: AT&T Disaggregation, / Az;alogs and Benchmarks
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Report/Measurement: X e
Percent Completions/Attempts withaut Notice or with Less Than 24 Hours Notice,
Definition: T

CLECs need adequate notice of order completion activities. They can be made to look disorganized by ILECs
providing service without such advance notice; Customers and CLECs may even be unable to schedule necessary
vendors on the scené to complete the installation, resulting in ILEC technicians being turned away and customer
frustration with the CLEC. An ILEC could cause a great deal of harm to the CLEC competitively, yet look like it
is providing parity or above parity service by the results other provisioning measures. A measurement capturing
any non-parity in the occurrence of surprise or short-notice service deliveries also is critical to affording CLECs a
reasonable opportunity to compete.

Exclusions:

»  Rejection Interval - Noné

¢ Jeopardy Interval - None
o  Firm Order Commitment Interval - None
+  Completion Notification Interval - None ‘
o  Percent Jeopardies — None )
+  Completions or Attempts Without Notice or With less than 24-hours’ notice delivery that the CLEC
specifically requested. s e s
Business Rules: e
For CLEC Resulis: -

Calculation would exclude any successful 6r unsuccessful service delivery that CLEC was informed of at least
24 hours in advance. ILEC may als6 exclude from calculation deliveries on less than 24 hours' notice that
CLEC requested.
For ILEC Results: :
The ILEC reports completions for which ILEC technicians delivered service to customers without giving
sufficient advance notice to customers, sales or to internal account team to arrange for appropriate vendors to be
on hand. Calculation of insufficient notice is similar to CLEC calculation (none or less than 24 hours). Similar
surprise service deliveries are calculated for ILEC affiliate’s account representatives,

Calculation: .
Percent Completions or Atteinpts without Notice or with Less Than 24 Hours Notice = [(Completion Dispatches
(Successful and Unsuccessful) With No FOC or FOC Received Within 24 Hours of Due Date)/(All
Completions)] X 100 N .

Report Strueture: .. o

"~ « CLEC Specific )

o CLEC Aggregate

+ BST Aggregate
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Level of Disaggregation: e o .
See Appendix A: AT&T Disagpregation, Analogs and Benchmarks o
Data Retained Relating To CLEC Experience: Data Retained Relating To BST Performance:
»  Report Month : *  Report Month
« Interface Type + Interface Type
e  Service Type »  Service Type
¢ CLEC Order Number »  Status Type (Rejection, FOC, Jeopardy Type,
s Order Submission Date ¢ Completion Notice)
¢ Order Submission Time *  Average Status interval
«  Stats Type Rejection, FOC, Jeopardy Type, +  Standard emor of status interval .
»  Completion Notice) *  Number of Orders Reflected In Result
»  Status Notice Date *  Standard Order Activity
o  Status Notice Time *  Number of Statuses Provided
+  Standard Order Activity
e . _Order Due Date ) ) e
Retail Analog/Benchmark:

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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Report/Measurement: e
Percent Service Loss ffom Early Cuts
Definition: T

Custorners must not be subjected t6 unscheduled service disruptions because of lengthy or uncoordinated ¢utovers
of loops with interim or permanent number portability or the provision of any other UNEs that require
disconnection and reconnection of a customer.
Exclusions: )
¢ None .
Business Rules: i )

For CLEC Results: o
For coordinated loop cuts, the same loop is moved from an existing port to what is effectively a different port
(The CLEC coliocation point). Translation disconnects also are reported if they occur too early in a conversion
involving local number portability. For each conversion, the ILEC will track whether the cutover time (for
facilities and translations) was earlier than the committed due date and time that appeared on the FOC. The total
number of early cutovers will be divided by the total number of éiistomer conversions that were completed during
thé reporting period. The resulting ratio will be expressed as a percéntage.
For TLEC Results:
ILECs would use retail residential or business POTS outside move activity as an analog. An outside move occurs
when a customer, with existing service, moves from one premises to another within the same central office area
without disconnecting and reconnecting service. With inside moves the customer keeps their own phone number.
Although an outside move involves disconnecting an existing loop from an operating port and reconnecting a
different loop (within the same office) to that same port, the work involved is very similar (i.e. coordinated re-
. ___termination). .
Calculation: .
Percent Service Loss from Early Cuts = [(Customer Conversion Where Cutover Time is Earlier Than Due Date
and Time)/(All Customer Conversions Completed Durizig Reporting Period)] x 10Q
Report Strocture: s )
» CLEC Specific
o CLEC Aggregate
o+ BST Aggrepate
Level of Disaggregation: .
See Appendix A: AT&T Disaceregation, Analogs and Benchmarks )
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Data Retained Relating To CLEC Experience: Data Retained Relating To BST Performance:
¢  Report Month - *  Report Month
s  Service Type s  Number of Early Conversions
¢ Order Actvity »  Number of Conversions 530 Minutes Late
»  Committed Due Date and Time (from Firm e  Total Number of Conversions
Order Commitments s Average Conversion Interval
»  Completion Date and Time »  Standard Error of Conversion Interval
¢  Geographic Scope »  Geographic Scope
«  Volume Category - »  Volume Category
¢ Record Type or Invoice Type ¢  Record Type or Invoice Type
e  Number of Records With Errors »  Number of Records With Errors
. »  Number of Records Delivered *  Number of Records Created
Retail Analog/Benchmark:

See Appendix A:. AT&T Disaggregation, Analogs and Benchmarks
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Report/Measurement: s
Percent Service Loss from Late Cuts _._'
Definition:

" Customers must not be subjected to unscheduled service disruptions because of lengthy or uncoordinated cutovers

of loops with interim or permanent number portability or the provision of any other UNEs that require
disconnection and reconnection of a customer.

Exclusions: . -
e None =~~~ . —
Business Rules: i
For CLEC Results: ot T

For coordinated loop cuts, the same loop is moved from an existing port to what is effectively a different port
(The CLEC collocation point). Translation disconnects also are reported if they occur too late in a conversion
involving local number portability. For each conversion, the ILEC will track whether the cutover time (for
facilities and translations) was later than the committed due date and time that appeared on the FOC. The total
number of cutovers that were completed more than 1 hour past the committed due date and time for 1-10 lines and
more than 2 hours for more than 10 lines will be divided by the total number of customer conversions that were
completed during the reporting period. The resulting ratio will be expressed as a percentage.
For ILEC Results:
ILECs would use retail residential er business POTS outside move activity as an analog. An outside move occurs
when a customer, with existing service, moves from one premises to another within the same central office area
without disconnecting and reconnecting service, With inside moves the customer keeps their own phone nmber.
Although an outside move involves disconnecting an existing loop from an operating port and reconnecting a
different 160p (within the same office) to that same port, the werk involved is very similar (i.e. coordinated re-
termination).
Calculation: - -
Percent Service Loss from Late Cuts =[(Customer Conversions Where Cutover Time is More than 30 Minutes

Past Due Date and Time)/(All Customer Conversions Completed During Reporting Period)] x 100
Report Structure: _.

¢ CLEC Specific )
» CLEC Aggregate :
s BST Aggregaté
Level of Disagsregation:
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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Data Retained Relating To CLEC Experience; _ | . Data Retained Relating To BST Performance:
*  Report Month + Report Month

e  Service Type *  Number of Early Conversions

e Order Activity s Number of Conversions >30 Minutes Late
¢  Committed Due Date and Time (from Firm « Total Number of Canversions

Order Commitment) «  Average Conversion Interval

»  Completion Date and Time «  Standard Error of Conversion Interval

¢  Geographic Scope - ¢ Geographic Scope

+ Voleme Category e Volume Category

*  Record Type or Invoice Type *  Record Type or Invoice Type

¢  Number of Records With Errors »  Number of Records With Errors

» _ Number of Records Delivered *___Number of Records Created

Retail Analog/Benchmarks L.

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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Report/Measurement: B
Percent of Orders Cancelled or Supplemented at the Reguest of the ILEC
Definition: . .. _ _ -

Prior to or during the cutover, the ILEC may encounter internal problems with its network which make it
impossible to pérforin the cutover at the agreed upon time. This results in significant inconvenience to the
customer. As a result, the percent of orders that are cancelled or supped by the CLEC at the request ILEC must
be measured. This measurement must be expressed as a fraction to understand both the number and the percent of
times that the order must be supped at the JLEC Reguest.
Exclusions: . . -
¢ None
Business Rules: _ .
For CLEC Resnits: C -
The percent of orders that are supplemented or cancelled due to a jeopardy and network problems attributable to the
ILEC. The ILEC will track the number of orders that they request to be supplemented or changed. The total
number of supplements and cancels from the CLEC will also be tracked. The ratio will be calculated by -
dividing the number of orders supplemented or cancelled at the request of the ILEC divided by the total
supplements or cancels by the CLEC. For this formula, the resulting ratio will be expressed as a percentage.
For ILEC Results: '
ILECs would use retail residential or business POTS outside move activity as an analog. An outside move occurs
when a customer, with existing service, moves from one premises to another within the same central office area
without disconnecting and reconnecting service. With inside moves the customer keeps their own phone number.
Although an outside move involves disconnecting an existing loop from an operating port and reconnecting a
different loop (within the same office) to that same port, the work involved is very similar (i.e. coordinated re-
termination). i
"Calculation: . .
Percent of Orders Cancelled or Supplemented at the Request of the ILEC = [(Number of Orders Cancelled or
Supplemented at the Request of the ILEC During Reporting Period)/(Number of Cancels and Supplements
During the Reporting Period)] x 100
Report Structure:
» CLEC Specific o
» CLEC Aggregate
o BST Aggregate e
Level of Disaggregation: . .
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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__Data Retained Relating To CLEC Experience: Data Retained Relating To BST Performance:
s  Report Month »  Report Month
e  Service Type »  Number of Early Conversions
s Oxder Activity ) ¢ Number of Conversions >30 Minutes Late
¢  Committed Due Date and Time (from Firm * Total Number of Conversions
Order Commitment) s  Average Conversion Interval
e Completion Date and Time »  Standard Error of Conversion Interval
s  Geographic Scope «  Geographic Scape
»  Volume Category ) « Volume Category -
*  Record Type or Invoice Type ¢ Record Type or Invoice Type
+  Number of Records With Errors o  Number of Records With Errors
.= Number of Records Delivered .+ Number of Records Created
" Retail Analog/Benchmark: o v

See Abpendix A: A'IlcS:cT.Dis_ag_gfregation, Analogs and Benchmari:s
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Report/Measurement: .
Percent of Coordinated Cuts Not Working as Initially Provisioned
Definition:

Customers may experience either a full or partial loss of service dus to defective ILEC facilities where the CLEC

is reusing the customer’s existing loop, or due to the switching platform fot being properly set up with the 10

Digit / 6 Digit trigger being applied. To ensure that the CLEC’s customers are not disproportionately losing dial

tone, the percent of ILEC caused service interruptions outside of the initial customer cutover must be measured.
Exclusions: . .~ -

e None - . -

Business Rules:

For CLEC Results:

The ILEC will track the number of Coordinated Cuts that are not working as initially provisioned by the number

of provisioning troubles by the CLEC during the cutover process that are ultimately attributable to the ILEC. The

measurement will be calculated by dividing the number of troubles by the total number of Coordinated Cats

provisioned for the CLEC during the reporting period,

For ILEC Results:

ILECs would use retail residential or business POTS outside move activity as an analog. An outside move occurs

when a customer, with existing service, moves from one premises to another within the same central office area

without disconnecting and reconnecting service. With inside moves the customer keeps their own phone number.

Although an outside move involves disconnecting an existing loop from an operating port and reconnecting a

different loop (within the same office) to that same port, the work involved is very similar (i.e. coordinated fe-
termination). .

Calculation:

Percent of Coordinated Cuts Not Wor!;iﬁg as Initially Provisioned = [(Number of Troubles Attributable to the

ILEC on Initial Customer Cutover)/(Numbér of Coordinated Cuts Provisioned During The Reporting Period)] X
100 —

. Report Structure: e a.

« CLEC Specific -

o CLEC Aggregate

» BST Aggrepate
Level of Disaggregation: L -
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks -
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Data Retained Relating To CLEC Experience: Data Retained Relating To BST Performance:
+  Report Month . s  Report Month

¢ Service Type ¢  Number of Early Conversions

¢ Order Activity »  Number of Conversions >30 Minutes Late
»  Committed Due Date and Time (from Firm e Total Number of Conversions

Order Commitment) ¢  Average Conversion Interval

¢  Completion Date and Time o  Standard Error of Conversion Interval

+  Geographic Scope s Geographic Scope

¢ Volume Category - o Volume Category

*  Record Type or Invoice Type ¢ Record Type or Invoice Type

"« Number of Records With Errors ¢  Number of Records With Errors
»__Number of Records Delivered » _ Number of Records Created
Retail Analog/Benchmark: )

S’ep*Aggendix A: AT&T Disagprepation, Analogs and Benchmarks
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Report/Measurement: : .
Average Recovery Time T
Definition:

~ Customers do not expect lengthy service outages due to problems experienced during the coordinated cut process,
If problems do occur, the ILEC should work to minimize the customer outage. If a problem is found and can be
isolated to the ILEC side of the network, the time between notification and resolution by the ILEC must me
theasured to ensure that CLEC customers do not experience unjustiffably lengthy service outages.
Exclusions: _ . . R
»  None o
Business Rules: e
For CLEC Results: o

When there is a problem during the porting process, the ILEC will track the average duration of each service
outage or trouble. The durdtion time is defined as the time from the initial trouble notification until the trouble
has been restored and an inidex number issued by the CLEC, For each trouble, the ILEC will track the duration of
the trouble. The sum of all tifhe associated with the troubles will be divided by the number of troubles. Average
recovery time does not include time restoring a customer to the ILEC.,

For ILEC Results:

ILECs would use retail residential or business POTS outside move activity as an analog. An outside move occirs
when a customer, with existing service, moves from one premises to another withif the same central office area
without disconnecting and recofinecting service. With inside moves the customer keeps their own phone number.
Although an outside move involves disconnecting an existing loop from an operating port and reconnecting a

different loop (within the same office) to that same port, the work involved is very similar (i.e. coordinated re-
termination). .

Calculation: -

Average Recovery Time = Z{[(Date & Tiime That Trouble is Closed By CLEC)—(Date & Time Initial Trouble is
Opened With ILEC)]/(Number of Troubles Referred to the ILEC)} ’
Report Structure; _
+  CLEC Specific
« CLEC Aggregate
» __ BST Aggrepgate
“Level of Disaggrepation:

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks 7
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Data Retained Relating To CLEC Experience: Data Retained Relating To BST Performance:
+  Report Month + .Report Month ’

*  Service Type ¢ Standard Error of Conversion Interval
¢ Order Activity »  Geographic Scope

¢ Geographic Scope *  Volume Category

¢ Volume Category *  Record Type or Invoice Type

*  Record Type or Invoice Type ¢ Number-of Troubles

+  Number of Troubles ¢ Date & Time Trouble is Received

»  Date & Time Trouble is Received »  Date & Tiine Trouble is Closed

» Date & Time Trouble is Closed * Interval of Each Tronble

= _Interval of Each Trouble

Retail Analog/Benchmark: .
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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Report/Measurements
Mean Time to Restore a Customer to the ILEC -
Definition:

If there are extenuating circumstances during a port such that the customer is out of service for an extended
amount of time, the CLEC may determine that the problem cannot be resolved quickly, and the service must be
restored to the ILEC. The CLEC will communicate to the ILEC Coordinator that the customer needs to be
restored to the ILEC until the situation can be resolved. To ensure that the customer is not out of service for an
extended period of time during the restoratiof to the JLEC, the time it takes to re-establish the end user’s service
... must be' also be measured.
Exclusions:
o None ..
Business Rulesz .~ i
For CLEC Results:

If the customer Bas been out of service, and there are issues that cannot be fixed or resolved in an expeditious
manner, thé CLEC may request to reestablish the customer on the existing ILEC facilities. This will allow both
the ILEC and the CLEC to resolve the issues and the port to proceed at a later date without further outage of the
customer’s service. For each customer restored to ILEC service, the ILEC will track the cumulative amount of
time betwéen the initial notification from the CLEC until the time when the end user or CLEC has confirmed
that their service has been restored. The cumulative time will be divided by the number of customers restored to
‘the ILEC during the reporting period.

For ILEC Results: .

ILECs would use retail residential or business POTS outside move activity as an analog. An outside move
occurs when a customer, with existing service, moves from one premises to another within the same central
office area without disconnecting and reconnecting service. With inside moves the customer keeps their own
phone number. Although an outside move involves disconnecting an existing loop from an operating port and

reconnecting a different loop (within the same office) to that same port, the work involved is very similar (i.e.
. _coordinated re-termination). .

Calculation:

Mean Time to Restore A Customer to the ILEC = X{[(Date & Time Service is Restored to Customer)—(Date &
Time of Initial Notification to Restore))/(Number of Circyits Restored to ILEC)}
Report Structure: o )
o CLEC Specific -
o CLEC Aggregate
« BST Aggregite
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Level of Disagoregation: . -
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
Data Retained Relating To CLEC Experience: _ . | Data Retained Relating To BST Performance;
e Report Month *  Report Month
e  Service Type ¢  Total Number of Conversions
s Order Activity e  Average Conversion Interval
»  Geographic Scope +  Standard Error of Conversion Interval
¢  Volume Category ¢ Geographic Scope
¢ Record Type or Invoice Type »  Volume Category
*  Number of Circuits Restored ¢ Record Type or Invoice Type
« Date & Time Notification is Received
* Date & Time Restoration is Completed
e Interval of Each Restoration . . N
Retail Analog/Benchmark: . e .

See Appendix A: AT&T Disaggregation, Analogs and Benchmark:s
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Report/Measurement: _ .
-.._Percent of Customers Restoredto the ILEC .
Defirition: - .

In addition to monitoring the time it takes for the ILEC to re-establish the end-user's service, the frequency that a
CLEC customer must be restored to the JLEC must be measured.
Exclusions:
o None
Business Rules:
For CLEC Results:
The ILEC will track the number of circuits that need to be reestablished with the ILEC and divide them by the

cumulative number of coordinated cuts during the established period. This measurement will be expressed as a
percentage. )

For ILEC Results:
ILECs would use retail residential or business POTS outside move activity as an analog. An outside move occurs
when a customer, with existing service, moves from one premises to another within the same central office area
without disconnecting and reconnecting service. With inside moves the customer keeps their own phone number.
Although an outside move involves disconnecting an existing loop from an operating port and reconnecting a
different loop (within the same office) to that same port, the work involved is very similar (i.e. coordinated re-
termination).
Calculation:
" Percent Of Customers Restored to the [LEC = [(Number of Circuits Restored to ILEC/Number of Total Circuits
Attempted to Port During Interval)] X 100 .
‘Report Structure:
¢ CLECSpecific —
e CLEC Aggregate
» BSTAggregate .
Level of Disaggregation; ) S ) - ]
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks )

Data Refained Relating To CLEC Experience: _ . Data Retained Relating To BST Performance:
»  Report Month ) »  Report Month o
»  Service Type .« Standard Error of Conversion Interval
e Order Activity ¢ Geographic Scope
»  Geographic Scope e Volume Category
e  Volume Category *  Record Type or Invoice Type
*  Record Type or livoice Type
e  Number of Circuits Restored
 _ Number of Circuit Port Attempts ..
_Retail Analog/Benchmark: L7 . .

See Appendix A: AT&T Di_sa;,rgrtegaf%ox}i Anzgggénd Benchmarks
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Report/Measurement: .
Call Abandofiment Rate — Ordering & Provisiofing
Definition: ]

‘When CLECs experience operational problems dealing with ILEC processes or interfaces, prompt responses by
ILEC support centers are required to ensure that the CLEC customers are not adversely affected. Any delay in
responding to CLEC center requests far support (e.g., request for a vanity telephone number) will, in turm,
adversely impact the CLEC retail customer who may be holding on-line with the CLEC customer service agent,
This measure monitors the ILEC’s handling of support calls from CLECs to determine if responsiveness is at

_parity with the service the JLEC provides its retail customers seeking assistanee,

_Exclusions: e

+ None _ . T

Buosiness Rules: . = — s
For CLEC Results: ’

The Call Abandonment Rate is based on the number of calls received by the call distribution system of the ILEC
center for the reporting period, regardless whether the call actually is transferred to ILEC personnel for
processing. In addition, a count is accumulated of ail calls that are subsequently terminated by the calling party or
dropped due to equipment failure before transfer to the service agent for processing. The accumulated count of
calls abandoned (terminated) is divided by the total count of calls received at the monitored center.

Call Abandonment Rate is monitored throngh the call management technology utilized to distribute calls to ILEC
agents supporting CLEC activities (i.e., call receipt personnel staffing ILEC support centers intended for CLEC
use). Results for each measure are to be provided separately for each cénter handing CLEC inquiries. If centers

deployed by the ILEC support multiple functions (e.g., both maintenance and provisioning) then the results for
each function supported should be separately reported.
Calculation: ‘

Call Abandenment Rate = [(Count of Calls Terminated Before Answer During the Reporting Period)/(Count of
All Calls Placed in Quene During the Reporting Period)] X 100

Report Structure: e . ) N
o CLEC Specific ’
o CLEC Aggregate
s BST Aggregate

Level of Disaggregation: e . )
See Appendix A: AT&T Disaggregation, Analogs and Benichmarks
_Data Retained Reldting To CLEC Experience: Data Retained Relating To BST Performance:

+ Month : "« Month
¢ Center Identifier ¢  Center Identifier
*  Center Type e  Center Type
»  Mean Speed of Answer ¢  Mean Speed of Answer
«  Surdard Error for Mean Speed of Afisiver *  Standard Error for Mean Speed of Answer
»  Count of Calls Answered ¢  Count of Calls Answered
* _ Count of Cails Abandoned. .. .*  Count of Calls Abandoned

Retail Analog/Benchmark: )
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See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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Report/Measurement:” -
Mean Jeopardy Interval for Maintenance and Trouble Handling
Definition:

Customers need to know that the CLEC is monitoring the status of their repair closely. The CLEC, therefore,
needs jeopardy notification if repair commitments are not going to be met. This measure, when collected and
compared for the CLEC and ILEC, monitors whether the CLEC receives the same Jjeopardy notices regarding
repairs as the ILEC provides for its own or an affiliate’s retail customers.
Exclusions:
~«  Trouble tickets that are canceled at the CLEC"s request
ILEC trouble reports associated with administrative service
Instances where the CLEC or an ILEC customer requests that a ticket be “held open” for monitoring
Subsequent Reports (additional reports op an already open ticket)
Any trouble type tracking that parties agree are technically unfeasible or operationally prohibitive
A trouble ticket created for tracking and/or monitoring requests for clarifying information (e.g. confirmation
of customer ownership from CLEC support centers. .
¢ _Tickets used to track referrals of misdirected calls -
Business Rules; .~ L
CLEC Results: ™~
Jeopardy Interval is the remaining time between the pre-existing committed maintenance or trouble handing
appointment date and time and the date and time the ILEC issues a notice to the CLEC indicating an appointment
is in jeopardy of being missed. The scheduled appointment time will be assuffied to be 5:00 p.m. local time unless
other information is communicated. The date and time of the jeopardy notice delivered by the ILEC is subtracted
from the scheduled completion date to establish the jeopardy interval for any appointment placed in Jjeopardy.
The jeopardy interval is accumulated by service group with the resulting accumulated time then divided by the
count of scheduled appointments associated with the particular service,
For ILEC Results:
Computations are the same as for the CLEC with the clarifications outlined below.
Other Clarifications and Qualification:
All intervals are measured in hours and hundredths of an hour rounded to the nearest hundredth. The lack of
electronic bonding for maintenance does not excuse the ILEC from jeopardy reporting requirements.
Calculation: '_ ] :
Mean Jeopardy Interval for Maintenance and Trouble Handling =X{[(Date and Time of Committed Due Date for
Maintenidnce or Trouble Handling )-(Date and Time of Jeopardy Netice)]/(Number of Maintenance or Trouble
Handling Appointments Jeopardized in Reporting Period)}
Report Structure: -
¢ CLEC Specific
e« CLEC Aggregate
s« BST Aggregate
Level of Disaggregation:
See Appendix A: AT&T Disagpregation, Analogs and Benchmarks
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Data Retained Rélating To CLEC Experience: Data Retained Relating To. BST Performance:
¢ Report Month ) *  Report Month )

+  CLEC Ticket Number ¢  Average Restoral Interval

s Ticket Submission Time . +  Standard Error for the Average Restoral
*  Ticket Submission Date Interval

*  Ticket Completion Time «  Service Type '

¢ Trouble Resolution Time ¢ Trouble Type

¢ Trouble Resolution Date ¢ Geographic Scope

»  Service Type +  Number of Tickets

¢ WIN or CKTID (a unique identifier for elements .

combined in a service configuration)
+ Trouble Type
¢ Geographic Scope - e

Retail Analog/Benchmark: T
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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Report/Measurement: N
_ -Percent Customer Troubles Resolved Within Estimate . ..
Definition: ) '

When customers.experience trouble on working services, they naturally expect the services to be restored within
the time frame promised. When such commitments are not fulfilled, an already unsatisfactory condition, in the
customer’s eyes, becomes even worse. When this measure is collected for the ILEC and CLEC and then
compared, it can be used to establish that CLECs are receiving equally reliable (as compared to the ILEC
operations) estimates of the time required to complete repairs.
Exclusions: e
Trouble tickets that are canceled at the CLEC request
ILEC trouble reports associated with administrative service
Instances where the CLEC or an ILEC customer Tequests a ticket be “held open” for monitoring
Trouble tickets created for tracking and/6r monitoring requests for clarifying information (e.g., confirmation
of customer ownership from CLEC support centers).
» _ Tickets used to track referrals of misdirected calls. N
Business Rules: . - i
For CLEC Results: i

The computation of the measure is as follows: The quoted repair completion date and time is compared to the
actual repair date and time (ticket closure as defined in Time to Restore metric). In each instance where the
actual repair date and time is on or before the initially provided estimated or quoted date and time to restore, the
count of “troubles resolved within estimate” is incremented by one for the relevant “service type” and “trouble
type.” The resulting count is divided by the total number of troubles resolved (for the consistent service and

trouble type), for the report period, in all instances where an estimated interval was provided or a standard
interval existed. :

For ILEC Results: A
Same calculation as for CLEC.
Other Clarifications and Qualification:

The ILEC analog for this measure is derived by comparing the actual date and time of ILEC trouble ticket

closure compared to the projected trouble clearance date and time established through the ILEC agent's on-line
interaction with the ILEC’s wark management system, regardless of whether or not the ILEC currently quotes °
this information to its retail customer. '

= Seethe “Time To Restore” rieasurement for discussion of analogous ILEC maintenance activities (e.g.,
trouble resolution).

*  The “quoted” or “estimated” time to restore is the actual schednled time projection returned by the ILEC
work management system or the standardized repair interval that the ILEC uses for its own operations when
equivalent service arrangements are involved.

* Atrouble is “resolved” when the ILEC issues notice to the CLEC that the customer’s service is restored to
normal operating parameters. .

+  If the ILEC supplies only the estimated Tepair interval, then the estimated date and time of repair is
determined by adding the repaif interval to the date and time that the CLEC logged the repair request with’

e & o

the ILEC.
Calculation: ’ o

Percent Customer Troubles Resolved Within éstimate = [(Count of é\;toﬁmer Troubles Resolved By The Quoted
Resolution Time and Date)/(Count of Customer Troubles Tickets Closed)] X 100
Report Structure: ]

»  CLEC Specific '

o CLEC Aggregate

« BST Aggregate . eae
Level of Disaggregation: .

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks

Data Retained Relating To CLEC Experience: Data Retained Relating To BST Performance:
e ReportMonth e  Report Month
»  CLEC Ticket Number »  Service Type
¢ Ticket Submission Time *  Trouble Type
- ¢ Ticket Submission Date » __Number of Troubles Resolved Within Estimate

SC 10/18/00

- 0-126-0002 - DSOS - NV Z#:01 61 J8qWaAON 6102 - ONISSIO0Hd HO4 d31dIDV

621 Jo 2G abed



Attachment 9
Appendix A
_ . . Page 103
» " Trouble Resolution Time o  Nunber of Troubles Resolved
e  Trouble Resolution Date s  Geographic Scope
s  Service Type . ’
o WINor CKTID (a unique identifier for

clements combined in a service configuration)
+ Trouble Type
Geographic Scope
Retall Analog/Benchmark:
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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Report/Measurement: e s
Call Abandonment Rate — Maintenance ~
Definition:

When CLECs experience operational problems dealing with ILEC processes or interfaces, prompt responses by

ILEC support centers are required to ensure that the CLEC customers are not adversely affected. Any delay in

responding to CLEC center requests for support (e.g., request for a vanity telephone number) will, in turn,

adversely impact the CLEC retail customer who may be holding on-line with the CLEC customer service agent.

This measure monitors the ILEC’s handling of support calls from CLECS to determine if responsiveness is at

parity with the service the ILEC provides its retail customers seeking assistance.
Exclusions: ]

o None .7 CL "

Business Rules:

For CLEC Results: N 7

The Call Abandonment Rate is based on the number of calls received by the call distribution system of the ILEC
center for the reporting period, regardiess whether the call actually is transferred to ILEC personnei for
processing. In addition, a countis accumulated of all calls that are subsequently terminated by the calling party or
dropped due to equipment failure before transfer to the service agent for processing. The accumnlated count of
calls abandoned (terminated) is divided by the total count of calls received at the monitored center,
Call Abandonment Rate is monitored through the call management technology utilized to distribute calls to ILEC
agents supporting CLEC activities (i.e., call receipt personnel staffing ILEC support centers intended for CLEC
use). Results for each measure are to be provided separately for each center handing CLEC inquiries. If centers
deployed by the ILEC support multiple functions (e.g., both maintenance and provisioning) then the results for
each function supported should be separately reported. .
Calculation: e
Call Abandonment Rate = [(Count of Calls Terminated Before Answer During the Reporting Period)/(Count of
All Calls Placed in Queue During the Repoiting Period)] X 100 .
Report Structure: .
«~ CLEC Specific T
« CLEC Aggregate

s BST Apgregate .
Level of Disaggregation: . . '
See Appendix A: AT&T Disaggregation, Analogs and Benchiarks -
Data Retained Relating To CLEC Experience: Data Retained Relating To BST Performance:
¢ Month™ e Month ~
»  Center Identifier s  Center Identifier
e Center Type + Center Type
e Mean Speed of Answer o »  Mean Speed of Answer
+  Standard Emor for Mean Speed of Answer +  Standard Error for Mean Speed of Answer
»  Count of Calls Answered o Count of Calls Answered
¢ Counnt of Calls Abandoned ¢ Count of Calls Abandoned

Retail Analog/Benchmark: i
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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Réeport/Measurement: _ i
Average Time Allotted To Proof Listing Updates Before Publication o
Definition: B

CLECs must be provided the same opportunity to review directory listing updates to catch any errors before
publication in white pages directoriés.
Exclusions:
None
Business Rules:
"~ For CLEC Results: o

Time Allotted To Proof Listing Updates encompasses the amount of review time afforded to CLECs for the
purposes of validating directory listings prior to directory publication. If electronic access permits a CLEC to
view, on demand, its customers’ listings as they will be published, then this measure is not necessary. An
interface availability measurement, however, should be included within the reporting dimensions for the
“General” OSS systems measurements. The directory proofing intérval information should be captured and
retained for each directory published. The interval is measured from the date and time the CLEC receives a final
listing of customer-related information that will be contained withih the ILECs next directory publication to the
final date and time for submission of changes to the listings provided.
For ILEC Results: '
Same calculation as for CLEC. .
Cslculation: .
Average Time Allotted To Proof Listing Updates Before Publication = Z{[(Date & Time of Directory
Publication Deadline}<(Date and Time Updates A vailable for Proofing)}/(Number of Updates Sent for

Proofing)) :
Report Structure:

» CLEC Specific
¢ CLEC Aggregate
* BST Aggregate
Level of Disagoregation: . _
See Appendix A: AT&T Disaggrepation, Analogs and Benchmarks . :
Data Retained Relating To CLEC Experience: Data Retained Relating To BST Performance: _

«  Month + Month

»  Type of Measufeinent - Directory Listing
« Directory Close Date (DL only)
»__ List Availability Date (DL only)

+ Type of Measurement - Directory Listing
+ Directory Close Date (DL only)
»__ Listing Availability Date (DL only)

Retail Analog/Benchmark:

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks
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Report/Measurement: .
Meantime To Notify CLEC
Definition: ”

Both CLECs and ILECs must be made aware of major network events in order to no"tit:y customers and
regulatory agencies (e.g. E-011 agencies, FAA, and other key customer accounts).

To that end, the ILECs must provide the CLECs with timely and detailed information (pertaining to a network
incident) to afford CLECs the opportunity to make prudent business decisiens regarding management of their
own custoriier base and networks. For example, the ILEC would inform the CLEC that the network incident was
caused by a cable cut at a specified location.
Exclusions: L )
e None
Business Rules:
For CLEC Results: T

The results will be based on the time it takes for the ILEC’s Centralized Control Center to notify the CLEC and
ILEC of a customer impacting network incident in equipment utilized by the CLEC. When the ILEC’s
Centralized Control Ceater becomes aware of the network incident, they must electronically notify both the
ILEC and the CLEC. )
The notification time for each outage will be measured in minutes and divided by the number of outages for the
reporting period.
For ILEC Resulfs:
Same computation as for the CLEC.

Calculation:

Meantime To Notify CLEC = Z{[(Date ard Time ILEC Notified CLEC)-(Date and Time ILEC detected

. network incident)]/(Count of Network Incidents)} )

Report Structure: L
o CLEC Specific o ’
+ CLEC Aggregate
o BST Aggregate

Level of Disagsregation: :

See Appendix A: AT&T Disaggregation, Analogs and Benchmarks

Data Refained Relating To CLEC Experience: Data Retained Relating To BST Performance:
"« Report Month . ¢ Report Month
+ Type of Event ¢« Type of Event
e Meantime to notify CLEC s  Mean Time to Detect Event
¢  Number of Events +  Number of Events
.8 Geographic Scope Indicator s Geographic Scope Indicatos
Retail Analog/Benchmarks . .

See Appendix A: A,'I_‘c?leiSégggggaﬁon, Analogs and Benchmarks
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Report/Measurement: !
Average Update Interval i
Definition:

CLECs must rely on ILEC databases in order to provide accurate E911/911 services, directory listings, directory
assistance, and operator services. ILECs currently control the updating of many essential databases, sueh as the
Line Information Database (LIDB); directory listings, E911 Automatic Location Identifier (ALI), Master Street
Address Guide (MSAG) and selective routing databases, :

In addition, accurate and timely loading of NXXs before the LERG (Local Exchange Routing Guide)
effectiveness date is vital to CLEC customer’s receiving calls from ILEC customers, and it is essential to ensure
that customers are charged correctly for local and toll calls, Routing of CLEC’s NXXs at the tandem and central
office to the proper Public Safety Answering Point (PSAP) for emergency calls also is critical to E911/911
service.

Disparity in timely and accurate updates of the above databases can lead to annoying, costly and possibly “life
and death” sitnations for CLEC customers. .
Exclusions: .~~~ ° .

»  Updates Canceled by the CLEC
« Initial update when supplemented by CLEC
s+ ILEC updates associated with infernal or administrative use of lecal sérvices
Bisiness Rules: ’ T
For CLECResults:

The actual update interval is determined for each update processed during the reporting period. It is the elapsed
time from the ILEC receipt of a syntactically correct transaction from the CLEC to the ILEC’s accurate
completion of updating all databases affected by the CLEC activity. Elapsed time for each update is accumulated
for each affected database (e.g.. E911/911, LIDB, Directory and Directory Listings). The time required to update
each database is accumulated and then divided by the associated total number of updates completed within the
reporting period.

For ILEC Results: '

The ILEC computation is identical to that for the CLEC with the clarifications noted below.

Other Clarifications and Qualification: 3

+ For LIDB, the elapsed time for an ILEC update is measured from the point in time when the ILEC’s file
maintenance process makes the LIDB update information available until the date and time reporied by the
ILEC that database updates are completed.

*  Results for the CLECs are captured and reported at the update level by Reporting Dimension (see below).

»  The Completion Date s the date upon which the ILEC issues the Update Completion Notice to the CLEC.

»  If the CLEC initiates a supplement to the originally submitted update and the supplement reflects changes in
customer requirements (rather than responding to ILEC initiated changes), then the update submission date
and time will be the date and time of ILEC receipt of a syntaetically correct update supplement. Update
activities responding to ILEC initiated changes will not result in changes to the update submission date and
time used for the purposes of computing the update completion interval.

*  Elapsed time js measured in bours and hundredths of hours rounded to the nearest tenth of an hour,

*  Because this should be a highly automated process, the accumilation of elapsed time continues through off-

_schedule, weekends and holidays; however, scheduled maintenance windows are excluded. _
. Calcnlation: . -
Average Update Interval = X{[(Completion Date & Time of Database Update)-(Submission Date and Time of
Database Change)}/(Total Number of Updates Completed During Reporting Period) }
Report Structure: 3 . g
»  CLEC Specific T
+ CLEC Aggregate
+  BST Agorecaté

621 40 .G 8bed - O-/25-0002Z - DSOS - NV Z#:0L 61 J8qWanoN 6102 - ONISSIO0Hd HO4 d31d30IV

Level of Disaggregation: L
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks :
Data Retained Relating To CLEC Experience: Data Retained Relating To BST Performance:
e Report Month ) *  Report Month
e Database Type ¢ Database Type
»__ Update Submission Date * __ Mean Interval for Update
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» Update Submission Time =  Standard Error of Mean
»  Update Completion Date ¢ Number of Updates
» Update Completion Time ¢  Number of Updates With Errors
e Reporting Dimension s  Geographic Scope
o Geographic Scope -
Retail Analog/Benchmark:
See Appendix A: AT&T Disaggregation, Analogs and Benchmarks . .
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Report/Measurement:
Percent Update Accuracy _
Definition:

CLECs must rely on ILEC databases in order to provide accurate E911/911 services, directory listings, directory
assistance, and operator services. ILECs currently control the updating of many essential databases, such as the
Line Information Database (LIDB); directory listings, E911 Automatic Location Identifier (ALI), Master Street
Address Guide (MSAG) and selective routing databases. :
In addition, accurate and timely loading of NXXs before the LERG (Local Exchange Routing Guide)
effectiveness date is vital to CLEC customer’s receiving calls from TLEC customers, and it is essential to ensure
that customers are charged correctly for local and toll calls, Reuting of CLEC’s NXXs at the tandem and central
office to the proper Public Safety Answering Point {PSAP) for emergency calls also is critical to E911/91]1
service,
Disparity in timely and accurate updates of the above databases can lead to annoying, costly and possibly “life
and death” situations for CLEC customers. .
Exclusions: e .
¢ Updates Canceled by the CLEC
«  Initial update when supplemented by CLEC
« _ ILEC updates associated with ififernal or administrative use of Tocal services
Business Rules: ) i .
For CLEC Results: T

For each update coriipleted during the reporting period, the original update that the CLEC sent to the ILEC is
compared to the Database following completion of the update by the ILEC. An update is “completed without
error” if the database completely and accurately reflects the activity specified on the original and supplemental
update (e.g., orders) submitted by the CLEC. Each Database (e.2, E911/911, LIDB, Directory and Directory
Listings) should be separately tracked and reported.

For ILEC Results: .

The JLEC computation is identical to that for the CLEC with the clarifications noted below.

Other Clarifications and Qualification:

+ For LIDB, the elapsed time for an ILEC update is measured from the point in time when the ILEC’s file
maintenance process makes the LIDB update information available until the date and time reported by the
ILEC that database updates are completed. ‘

*  Results for the CLECs are captured and reported at the update level by Reporting Dimension (see below).

»  The Completion Date is the date upon which the ILEC issues the Update Completion Notice to the CLEC,

»  If the CLEC initiates a supplement to the originally submitted update and the supplement reflects changes in
customer requirements (rather than responding to ILEC initiated changes), then the npdate submission date
and time will be the date and time of ILEC receipt of a syntactically correct update supplement. Update
activities responding to ILEC initiated changes will not result in changes to the update submission date and
time used for the purposes of computing the update completion interval.

*  Elapsed time is measured in hours and hundredths of hours rounded to the nearest tenth of an hour.

»  Because this should be a highly automated process, the accumulation of elapsed time continues through eff-

. schédule, weekends and holidays; however, scheduled maintenance windows are excluded.
Calculation: . .

Percent Update Accuracy = [(Number 6f Updates Completed Without Error)/(Number Updates Completed)] X

100 . )

Report Structure: .

» CLEC Specific

o CLEC Aggregate
o BST Aggregate
Level of Disaggregation:

See Appendix A: AT&T Disaggrégation, Analogs and—ﬁénchmarks
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Data Retained Relating To CLEC Experience: Data Retained Relating To BST Performance:
*  Report Month + - Report Month
+ Database Type ) »  Database Type
- Update Submission Date *  Mean Interval for Update
»  Update Submission Time »__ Standard Error of Mean
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« Update Completion Date =~ e  Number of Updates
»  Update Completion Time «  Number of Updates With Errors
« Reporting Dimension ¢  Geographic Scope
¢ Geographic Scope .
Retail Analog/Benchmark: o
See Appendix A: AT&T Disageregation, Analogs and Benchmarks
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APPENDIX A: AT&T DISAGGREGATION ANALOGS AND BENCHMARKS*
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Disaggregation Explanation
(Process Level)

Page 112

Disaggregation

; Pre-Order QSS Res-pbns-is"eness

Feature Function Availability/Service Availability

Facility Availability Qualification of Loops for Advanced Digital Services
Street Address Validation

Appointment Scheduling

Customer Service Records

Telephone Number

Rejected or Failed Queries (regardless of type)

.

IR g ST

Create (or confirm logging of) a Maintenance Reguest
Obtain Status

Obtain Test Results

Cancel Request

Rejected of Failed Queries (regardless of type)
Clearance Notification

Closure Notification

NNV AW

- Maintenance & Repair OSS Responsiveness T =

. Collocation

Physical Caged

Shared Caged

Cageless

Adjacent On-Site
Adjacent Off-Site
Augmeit to Physical
Virtual

Augment té Virtual -

DN h v~

- Multi-Functional Disaggregation . i —

—
.

Interface type—for preordering, ordering, billing and faintenance and repair OSS

2. Dispatch and non-dispatch—for provisioning and maintenance measures

3. Volumé—for ordering, provisioning, and maintenance measures (2) 1-5 Iines, (b) 6-14 lines,
and (c) 15+ lines

4.

Geographic —~All measures should bé disaggregated to a state level, if the data is available,

Additionally, provisioning and maintenance measures should be disaggregated to the MSA level
By CLEC, BST, and all BST affiliates for all measures i

S.
6. _Center—for OS/DA, ordering & maintenance service center measures
E.

Service Order Activities =

1. New Service Installations
2. Service Migrations Without Changes
3. Service Migrations With Changes
4. Local Number Porting
5. Inside Move
6. Outside Move
7. Records Change
8. Feature Changes
1 9. Service Disconnects
10. Translation Disconnects
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SC 10/18/00



Attachment 9
Appendix A
Page 113

Disagaregation

11. Standalone Directory Listing (DL) —
12, Standalone Directory Assistance (DA) Llstmg <
13, Standalone DL & DA Activity

F. Billing ' —

1. Record Type (resale, intercognection, UNE)
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APPENDIX B: GLOSSARY OF ACRONYMS AND TERMS
A {ACD Automatic Call Distribz;tor_- A service that provides status monitoring of agents

in a call center and routes high volume incoming telephone calls to available
agents while collecting management information on both callers and attendants.

Sum total of all items in like categary, e.g. CLEC aggregate equals the sum total

>
(@)
(@)
m
Y,
_|
m
W)
m
-0
A
0
X
@)
(@)
m
(0)]
2
AGGREGATE of all CLECs’ data for a given reporting level. C.Z)
Access Service Request - A request for access service terminating delivery of B
ASR - carrier traffic into a Local Exchange Carrier’s network. =
Application for Telephene Number Load Administration System - The BellSouth g
ATLAS Operations System used 16 adniinister the pool of available telephone numbers &
and to reserve selected numbers from the pool for use on pending service 3
requests/service orders. S
ATLAS software contract for Telephone Number .©
ATLASTN -
The number of LSRs that were electronically rejected from LESOG and = i
AUTO electronically returned to the CLEC for correction. N
CLARIFICATION >
BILLING The process and functions by which billing data is collected and by which <
account information is processed in order to render accurate and timely billing. (I/)
(@)
Business Office Customer Record Information System - A front-end presentation )
BOCRIS manager used by BellSouth organizations to access the CRIS database. 8
Business Repair Center — Thé BellSouth Business Systems trouble receipt center B
which serves large business and CLEC customers. o
BRC ?
BellSouth Telecommunications, Inc. &
: ~
BST (@)
CKTID A unique identifier for elements combined in a service configuration ‘IU
)
CLEC Competitive Local Exchange Carrier e
o o))
| CMDS Centralized Message Distribution System - BellCore administered national (c)o
system used to transfer specially formatted messages among companies. =
)
Central Office Feature File Interface - A BellSouth Operations System database ©
COFF1 which maintains Universal Service Order Code (USQC) information based en

current tariffs.

SC 10/18/00
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Appendix B: Glossary of Acronyms and Terms - Continued

"COFIUSOC
CRIS

CRSACCTS
CSR
CTTG

COFFI software contract for feature/service information

Customer Record Information System - The BellSouth proprietary cerporate
database and billing system for non-access customers and services.

CRIS software contract for CSR information

Customer Service Record.

Common Transport Trunk Group - Final trunk groups between BST &
Independent end offices and the BST access tandems.

DESIGN
DISPOSITION &
CAUSE

DLETH

DLR

DOE

DSAP

DSAPDDI

Design Service is defined as any Special or Plain Old Telephone Service Order
which requites BellSouth Design Engineering Activities

Types of trouble conditions, e.g. No Trouble Found, Central Office Equipmeat,
Customer Premises Equipment, etc.

Display Lengthy Trouble History - A history report that gives all activity on 2 line
record for trouble reports in LMOS

.Detail Line Record - All the basic information maintained on aline record in
LMOS, e.g. name, address, facilities, features etc.

Direct Order Entry System - An internal BellSouth service order eatry system used

format.

DOE (Direct Order Entry) Support Application - The BellSouth Operations.
System which assists a Service Represeatative or similar carrier agent in

negotiating service provisioning commitments for non-designed services and
UNEs.

DSAP software contract for schedule information

by BellSouth Service Representatives to Input business service orders in BeliSouth ]

E911

EDI

Provides callers access to the applicable emergency services bureaun by
dialing a 3-digit universal telephone number.

Eléctronic Data Interchange - The computer-to-computer exchange of inter and/or
intra company bpsiness documents in a public standard format.

FATAL REJECT

FLOW-
THROUGH

FOC

The number of LSRs that were electronically rejected from LEQ, which checks to
sec of the LSR has all the reguired fields correctly populated

In the context of this document, LSRs submitted electronically via the CI..EC

mechianized ordéring process that flow through to the BST OSS without manual or
human intervention.

Firm Order Commitment - A notification returned to the CLEC committing that the
LSR has been reeeived and accepted, including a facilities availability validation

ang the specified commitment date.

SC 10/18/0C
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Appendix B: Glossary of Acronyins and Terms - Continued

G i . . .
H. | HAL ) “Hands Off” Assignment Logic - Front end access and error resolution logic used
in interfacing BellSouth Operations Systems such as ATLAS, BOCRIS, 1LMOS,
PSIMS, RSAG and SOCS.
HALCRIS | HAL software contract for CSR information
I ISDN Integrated Services Digital Network
L LCSC Local Carrier Service Center - The BellSouth center which is dedicated to handling

CLEC LSRs, ASRs, and Preordering transactions along with associated expedite
requests and escalations.

LEGACY SYSTEM | Term used to refer to BeliSouth Operations Support Systems (see OSS)

LENS Local Exchange Negotiation System - The BellSouth LAN/web server/OS

application developed to provide both preordering end ordering electronic interface
functions for CLECs.

LEO Local Exchange Ordering - A BellSouth system which accepts the output of ED],

applies edit and formatting checks, and reformats the Local Service Requests in
BellSouth Service Order format.

LESOG Local Exchange Service Order Generator - A BellSouth system which accepts the
service order output of LEO and enters the Service Order into the Service Order
Control System using terminal emulation technology.

LMOS Loop Maintenance Operations System - A BellSouth Operations System that stores
the assignmeit and selected account information for use by downstream OSS and
BeliSouth personnel during provisioning and maintenance activities.

621 4o |2 8bed - O-/25-0002 - DSOS - NV Z17.30L 61 JSQUWIBAON 610¢ - ONISSTO0Hd J04 A3 L4300V

LMOS HOST LMOS host computer

LMOSupd LMOS updates

LNP Local Number Portability - In the context of this document, the capability for a
subscriber to retain his current telephone number as he transfers to a different local
service provider.

LOGOPS . Transmission paths from the central office to the customer premises.

LSR Local Service Request ~ A request for local resale service or unbundled network
elements from a CLEC. .

MAINTENANCE & | The process and function by which trouble reparts are passed to BellSouth and by

REPAIR which the related service problems are resolved.

MARCH A BellSouth Operations System which accépts serviee orders, interprets the coding

contained in the service order image, and constructs the specific switching system

_ .| Recent Change command messages for input into end office switches.

SC 10/18/00
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Appendix B: Glossaiy of Acronyms and Terms - Continued

‘ N NC T “No Circuits” - All circuits busy announcement .

o OASIS Obtain Availability Services Information System - A BellSouth front-end
processor, which acts as an interface between COFFI and RNS. This system takes
the USOCs in COFFI and translates them to English for display in RNS.

OASISBSN OASIS software contract for feature/service
OASISCAR OASIS software contract for feature/service
OASISLPC OASIS software contract for feature/service
OASISMTN OASIS software contract for feature/service
OASISNET OASIS software contract for feature/service
OASISOCP OASIS software contract for feature/service
ORDERING The procéss and functions by which resale services or unbundled network
elements are ordered from BellSouth as well as the process by which an LSR or
ASR is placed with BellSouth.
OSPCM . Outside Plant Contract Management System - Provides Scheduling Information,
Operations Support System - A support system or database which is used to
0SS fuechanize the flow or performance of work. The term is used to refer to the
overall system consisting of hardware complex, computer operating system(s),
and application which is used to previde the support functions.
Customer has no dial tone and cannot call out.
OUT OF SERVICE
P POTS Plain Old Telephone Service
PREDICTOR The BellSouth Operations system which is used to administer proactive
maintenance and rehabilitation activities on outside plant facilities, provide access
to selected work groups (e.g. RRC & BRC) to Mechanized Loop Testing and
switching system I/O ports, and provide certain information regarding the
attributes and capabilities 6f outside plant facilities.
) The process and functions by which vital information is obtained, verified, or
PREORDERING validated prior to placing a service request.
) The process and functions by which necessary work is performed to activate a
PROVISIONING service requested via an LSR or ASR and to initiate the proper billing and
) : accounting functions,
: Product/Service fnventory Management System - A BellSouth database
PSIMS Operations System which contains availability information on switching system
features and capabilities and on BellSouth service availability. This database is
used to verify the availability of a feature of service in an NXX prior to making a
commitment to the customer.
- PSIMS software contract for feature/service
PSIMSORB

621 40 ¢/ 8bed - O-/25-0002Z - DSOS - NV Z#:0L 61 J8qWaAoN 6102 - ONISSIO0Hd Y04 d31d3I0V
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Appendix B: Glossary of Acronyms and Tetrins — Continued

Q . .

R RNS Regional Negotiation System - An internal BeJlSouth service order entry system
used by BellSouth Consumer Services to input service orders in BellSouth format.

RRC Residence Repair Center - The BeliSouth Consumer Services trouble receipt

center which serves residential customers.

RSAG Regional Street Address Guide - The BellSouth database, which contains street

addresses validated to be accurate with state and local governments.

RSAGADDR RSAG software contract for address search

RSAGTN RSAG software contract for telephone number search .

S SOCSs Service Order Contrél System - The BeliSouth Operations System which routes
service order images among BellSouth drop points and BellSouth Operations
Systems during the service provisioning process.

SOIR Service Order Interface Record - any change effecting activity to a customer
account by service ordef that impacts 911/E911.

T TAFI Trouble Analysis Facilitation Interface - The BellSouth Operations System that
supports trouble receipt center personnel in taking and handling customer trouble
reports.

TAG Telecommunications Access Gateway — TAG was designed to provide an
electronic interface, or machine-to-machine interface for the bi-directional flow of
informatiori between BellSouth’s OSSs and participating CLECs.

TN Telephone Number

TOTAL MANUAL | The number of LSRs which are entered electronically but require manual entering

FALLOUT into a service order generator.

U UNE Unbundled Network Element

= ——

w WTN A unique identifier for elements combined in a service configuration
X ' N .

Y [ —=

Z

z _ Sum of:,

SC 10/18/00
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APPENDIX C: BELLSOUTH’S.AUDIT POLICY

BELLSOUTH’S AUDIT POLICY:

BellSouth currently provides many CLECs with audit rights as a part of their individual
interconnection agreements. However, it is not reasonable for BellSouth to undergo an audit for
every CLEG with which it has a contract. As of June 1999, that would equate to over 732 audits per
year and that number is continually growing. BellSouth developed a proposed Audit Plan for use by
the parties to an audit If requested by a Public Service Commission, BellSouth will agree to
undergo a eomprehensive audit of the aggregate level reports for both BellSouth and the CLECs for
each of the next five (5) years (2001-2005), to be conducted by an independent third party. The
results of that audit will be made available to all the parties subject to proper safeguards to protect
proprietaty ifformation. This aggregate leve! audit includes the following specifications:

1.The cost shall be borne 50% by BellSouth and 50% by the CLECs.

2. The independent third party auditor shall be selected with input from BellSouth, the
PSC, if applicable, and the CLEC(s). °

3. BellSouth, the PSC and the CLECs shall jointly determine the scope of the audit.

BeliSouth reserves the right to make changes to this audit policy as growth and changes in the
industry dietate. : ‘

621 40 ¥/ 8bed - O-/25-0002Z - DSdOS - NV Z¥:0L 61 JoquidnoN 6102 - E)NISSEIQOEId d04 d31Ld300V
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Bona Fide Request/New Business Request Process
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Bona Fide RequgastINew Business Request Process

When applicable. Bona Fide Request/New Business Requests
(“BFR/NBR”) are to be used when AT&T requests any Services and
Elements not already provided in this Agreement or the process
needed to provide the Services and Elements, which process is not
provided in this Agreement, (collectively for purposes of this
Attachment 10, “the Services”). AT&T may also utilize this process to
make a request not already provided in this Agreement where said
request does not constitute a request under the Telecommunications
Act of 1996. This Attachment 10 does not apply to Section 9 of the
General Terms and Conditions of this Agreement, incorporated herein
by this reference.

Details required. A BFR/NBR shall be submitted in writing by AT&T
and shall specifically identify: (i) the date requested for the Services;
(ii) the Services requested; (iii) the associated technical requirements;
(iv) space requirements; and (v) other specifications necessary to
clearly define the request. If applicable, such a request also shall
include AT&T's designation of the request as being an obligation of
BellSouth pursuant fo the Telecommunications Act of 1996.

AT&T cancellation. AT&T may cancel a BFR/NBR in writing at any
time. BellSouth will then cease analysis of the request. If AT&T
cancels a BFR/NBR after BellSouth has received AT&T's written
*notice to proceed" as described in Section 1.6 of this Attachment 10,
AT&T agrees to pay BellSouth the reasonable, demonstrable, and
actual costs directly related to complying with AT&T's BFR/NBR up to
the date of cancellation.

BeliSouth acknowledgment. Within two (2) business days of receipt of
a BFR/NBR, BellSouth shall acknowledge in writing its receipt and
identify its single point of contact responsible for responding to the
request and shall request any additional information needed to
process the request. Notwithstanding the foregoing, BellSouth may
reasonably request additional information from AT&T at any time
during the processing of the BFR/NBR.

Preliminary analysis delivery. Unless otherwise agreed by both
parties in writing, within thirty-five (35) calendar days of its receipt of a
BFR/NBR, BellSouth shall either providé to AT&T a preliminary
analysis of the BFR/NBR or notify AT&T that it needs more time to
provide AT&T with its preliminary analysis, at which time AT&T and
BellSouth will then determine a mutually agreeable date for delivery of
the preliminary analysis.

Revised 3/21/00
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Preliminary analysis details. The prelifiiinary analysis will state
whether BellSouth can meet AT&T's requirements and shall include
BellSouth's proposed price plus or minus 25 percent (“the Preliminary
Analysis Range”) and the date the request can be met. If BellSouth
¢annot provide the Services by the requested date, it shall provide an
alternative proposed date together with a detailed explanation as to
why BellSouth is not able to meet AT&T's requested date. The
preliminary analysis also will include a detailed breakdown of the costs
supporting the proposed price, including the development costs, as
defined in Section 1.7 below, necessary to complete AT&T's
BFR/NBR. BellSouth also shall indicate in the preliminary analysis its
agreement or disagreement with AT&T's designation of the request as
an obligation under the Telecommunications Act of 1996. If BellSouth
does not agree with AT&T's designation, it may use the dispute
resolution process set forth in Section 18 of the General Terms and
Conditions of this Agreement, incorporated herein by this reference. In
no event, however, shall any dispute delay BeliSouth's processing of
the request.

Notice to proceed. After providing the preliminary analysis to AT&T,
BellSouth shall proceed with AT&T's BFR/NBR upon receipt of AT&T's
written "notice to proceed." This "notice to proceed" shall not be
construed by BellSouth as a waiver of AT&T's right to invoke disputé
resolution process set forth in Section 16 of the General Terms and
Conditions of this Agreement, incorporated herein by this reference, as
to any issue, including BellSouth's proposed price, the reasonable,
demonstrable, and actual costs incurred in the event of AT&T's
cancellation of a BFR/NBR, or the amount of development costs paid.
All payments are subject to adjustment according to the outcome of
the dispute resolution process set forth in Section 16 of the General
Terms and Conditions of this Agreement, incorporated herein by this
reference. In no event shall any dispute delay BellSouth proceeding
with completing the BFR/NBR.

Development costs. Subject to the provision of Section 1.6 above,
after receipt and review of BellSouth's preliminary analysis, if AT&T
decides to proceed, AT&T agrees to pay the fixed amount identified in
the preliminary analysis for the initial work required to develop the
project plan, create the design parameters, and establish all activities
and resources required to complete the BFR/NBR, These costs will be
referred to as "development" costs. The development costs identified
in the preliminary analysis are fixed. AT&T will begin processing the
payment of development costs at the time it issues the written "notice

Revised 3/21/00
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to proceed" with payment due to BellSouth within 15 days of the
issuance of the notice to proceed.

Interim payment in the event of price dispute. In the eventofa
dispute over payments made by AT&T or requested by BellSouth,
including development costs and any interim progress payment, upon
BellSouth's written request, AT&T agrees to negotiate an interim lump
sum progress payment to compensate BellSouth for its reasonable,
demonstrable and actual costs incurred in processing AT&T's
BFR/NBR. The interim lump sum progress payment shall be
calculated by determining the average between BellSouth's proposed
price and AT&T's estimate of the price for processing its BFR/NBR.
AT&T agrees to pay 50% of this amount as the interim lump sum
progréss payment. If AT&T's proposed price is less than 50% of
BellSouth's proposed price, the average shall be calculated by
assuming that AT&T's price is exactly 50% of BellSouth's proposed
price.

Firm quote delivery. As soon as possible, but in no event later than

sixty-five (65) calendar days after receipt of the request, BellSouth
shall provide AT&T with a firm BFR/NBR response that will include, at
a minimum, the firm availability date, the installation intervals, a
binding price quote, which shall not exceed the Preliminary Analysis
Range, and a final detailed breakdown of all costs supporting the final
price.

Acceptance or rejection of firm quote. Within thirty (30) calendar days
after receipt of the firm BFR/NBR response from BellSouth, AT&T will
notify BellSouth in writing of its acceptance or rejection of BellSouth's
proposal. If BellSouth receives no response to the firm quote from
AT&T within thé thirty day time frame, BellSouth shall issue a written
request for confirmation that AT&T does not wish to proceed with the
BFR/NBR. If BellSouth receives no response from AT&T within five (5)
calendar days of its written request for confirmation, BellSouth may
consider the BFR/NBR canceled. BellSouth may recover any costs
incurred to the extent permitted under the provision of Section 1.2 of
this Attachment 10.

Pricing Principlés. Unless AT&T agrees otherwise, all proposed prices

shall be derived in accordance with the Act and any applicable
Commission rules and regulations. Payments for Services purchased
under a BFR/NBR will be made as specified in thisAttachment 10,
unless othérwise agreed to by AT&T.

Revised 3/21/00
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Amendment. Upon AT&T's acceptance of the firm quote by BellSouth,

the parties shall amend the Agreement to incorporate the Services
contemplated by thé BFR/NBR. The amendment shall include all
pertinent rates, terms and conditions and shall be filed with the
appropriate regulatory commission pursuant to the requirements of the
Act.

Revised 3/21/00
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w)
ACRONYM DEFINITION L 8
AAA | American Arbitration Association } Py
AABS “Aufomated Alternate Billing System (AABS) %
ACAC Access Customer Advocate Center @)
ADA | Americans with Disabilities Act 2
ADSL Asynchronous Digital Subscriber Line 7
ADUF Access Daily Usage File Z
AIN Advanced Intelligent Network ©
ALEC Alternative Local Exchange Carrier N
ALI/DMS Automatic Location Identification/Data Management 3
Systems pd
AMA Automatic Message Accounting %
AMI Alternate Marked Inversion 7 3
ANI Automatic Number Identification o
ANSI American National Standards Institute 3
ASPR AT&T Security Policy and Requirements =
ASR Access Services Request 2
ASWC AT&T Serving Wire Center ';’
ATIS | Alliance for Telecommunications Industry Solutions =
ATM | Asynchronous Trarisfer Mode A
BACR _| Billing Account Cross Reference 0
BAN ~ [ Billing Account Number b
-~ BAPCO BellSouth Advertising and Publishing Company (.-)
BAR Billing Account Reference N
BFR/NBR Bona Fide Request/New Business Request S
BLV Busy Line Verification %)
BLV/BLI Busy Line Verification/Busy Line lnterrupt '.:‘)
BLV/BLVI Busy Line Verification/Busy Line Verification Interrupt O
BLV/ELI Busy Line Verification/Emergency L Lme Interrupt o
BNS Billed Number Screening S
BOC Bell Operating Company g
BOS Billing Output Specifications >
BRI Basic Rate ISDN =
BSWC BellSouth Serving Wire Center 2
CABS Carrier Access Billing Systems
CAMA | Centralized Automatic Message Accounting )
CARE Customer Account Record Exchange B
CATS Calling Card and Third Number Settlement System
CATV Cable Television
__CBOS CABS Billing Output Specifications _
CCC ~ | Clear Channel Capability
CCITT Consultative Committee on International Telegraph &

Telephone

SC

11/6/00
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CCL Common Carrier Line o
CCS Common Channe! Signaling T
CCSAS Common Channel Signaling Access Service
CCSNIS Common Channel Signaling Network Intérface
_ Specification _
CERCLA Comprehensive Environmental Response
Compensation and Liability Act
Cl Customer Interface
~_CIC Carrier Identification Code
- CF/B Call Forward on Busy
CF-B/DA Call Forward on Busy/Don't Answer
CF/IDA Call Forward Don’t Answer
) CFR Code of Federai Regulations
CPN Calling Party Number
CLASS Custom Local Area Signaling Service B
CLEC Competitive Local Exchange Carrier |
CLLI Common Language Location Identifier =
CLLIC Common Language Location identifier Code
CLUB Customized Large User Bill
CMDS _ | Centralized Message Disfribution System
CMRS Commerdcial Mobile Radio Service
CNAM Calling Name Delivery Database Service
CcO Central Office’
CPE = = | Customer Premises Equipment
CPR CPR Institute for Dispute Resolution
___ CRIS Customer Record Information System
7 CSA Contract Service Arrangement
| CSIQ Customer Service Information Query
7 CSOTS Customer Service Order Trouble System
CSR Customer Service Record
CT Common Transport B
cY Current Year
DA Directory Assistance
DADAS Direct Access to Directory Assistance Service
DADS Directory Assistance Database Service
DB Database
DCC Data Communications Channel
DCS Digital Cross-Connect System
DDD _ | Desired Due Date
DID | Direct Inward Dialing
DLC Digital Loop Cafrier
_ DLR Design Layout Record
DMOQs Direct Measures of Quality
DN Directory Numbers

SC 11/6/00
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=
DN-RI Directory Number - Route Index L w)
DS-0 Digital Signal Level Zero i S
DS-1 Digifal Signal Level One A
— DS-3 | Digital Signal Level Three 2
7" DRAM Digital Recorded Announcement Machine 8
DSLAM Digital Subscriber Line Access Mult@lexer m
DSN Data Set Name = n
DSX Digital Cross Connect GZ)
DT Dedicated Transport . :
DTMF Dual-Tone Multi Frequency 4
DTN Destination Telephone Number ©
_E&M Ear & Mouth Signaling g
"EAMF’ Equal Access Multi-Frequency &
EBAS Enhanced Billing and Access Service | g
EBCDIC "| Extended Binary-Coded Decimal Interchange Code @
" ECTA Exchange Carrier Trouble Analysis L o
EDI Electronic Data Interface L 3
EDI-PC Electronic Data Interface — Personal Computer ;4\%
EFT Electronic Funds Transfer L >
El Electronic Interface _ <
El Emergency Interrupt @
ELI Emergency Line Interrupt e
EMI Exchange Message Interface 8
EMR _ | Exchange Message Record :
EO 7| End Office =
EODUF 'Enhanced Optional Daily Usage File 3
E/O Electrical to Optical ) S
-7 EPA Environmental Protection Agency Iy
ESF Extended Super Frame O
ESIT Exchange Service Interconnection Traffi ic - A
ESP Enhanced Service Provider e
ETTR Estimated Time to Repair =
FB Flat Rate Business Line o
FCC Federal Communications Commission =
FDI Feeder Distribution Interface ©
FGA _| Feature Group A
FGB Feature Group B
FGD Feature Group D
FL "| Foreign Listing
FOC Eirm Ordér Confirmation
FR Flat Rate Residential Line N
FRS Functional Requirements Specification =
ESPOI Facilities Signaling Point of Interconnection
GSST General Subscriber Services Tariff

SC 11/6/00
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GTT Global Title Translation . (w)
HDSL High-bit-rate Digital Subscriber Line S
. HFC Hybrid Fiber Coax A
- "HVAC Heating/Ventilation/Air Conditioning 2
IAM Initial Address Message 8
IBC Initial Billing Company m
ID Remote Identifiers %
IDLC Integrated Digital Loop Carrier %
IEEE Institute of Electrical and Electronic Engineers ]
TP Internetwork Interoperability Test Plan - =)
ILEC Incumbent Local Exchange Carrier ©
L INC Industry Numbering Committee ™ <
INP Interim Number Portability 5
IOF Interoffice Facility 3
IP internet Protocol @
IPP Independent Payphone Provider =
ISDN Integrated Services Digital Network 2
ISDNUP Integrated Services Digital Network User Part I
ISNI Intermediate Signaling Network |dentifier ;’
ISP~ Internet Sefvice Provider <
ISUP Integrated Services User Part L @
Ity International Telecommunications Union~ %
T IVS Interactive Voice Subsystem 8
_IVMS Interswitch Voice Messaging Service :
IXC Interexchange Carrier =
JIA Joint Implementafion Agreement 3
JIP Jurisdiction Information Parameter C,{;
LATA Local Access Transport Area N
LCC Line Class Code O
LCSC Local Carrier Service Center A
LEC | Local Exchange Carrier L e
LENS '| Local Exchange Navigation System ] %
LERG Local Exchange Routing Guide ’ o
LGX . Lightguide Cross-Connect ~
LIDB Line Information Database ©
T LNP Local Number Portability
LPIC Local (Intralata) Primary Exchange Carrier
LRN Local Routing Number
~ LRN-LNP Local Routing Number-Local Number Portability
~  LRN-PNP Local Routing Number-Permanent Number Portability
LSR Local Service Request
LSSGR LATA Switching Systems Generic Requirements
MDF Main Distribution Frame
MDU Multiple Dwelling Unit

SC 11/6/00
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MECAB Multiple Exchange Carrier Access Billing
MECOD Multipte Exchange Carrier Ordering and Design
MF | Malti-Frequency
MLT Mechanized Loop Tests
MPB Meet-Point Billing
N MPOE = | Minimum Point of Entry
77 MRVT MTP Routing Verification Test
MSAG Master Street Address Guide -
MTA Muiltiple Tandem Access_ __ o
MTP Message Transfer Port
MTTR Mean Time to Repair
MWI Message Waiting Indicator
NANC | North American Numbering Council
NAV Network Applications Vehicle
NC Network Cable
NEBS Network Equipment Building System
NEC National Electrical Code
NECA National Exchange Carrier Association _
NESC National Electrical Safety Code T
NGDLC Next Generation Digital Loop Carrier
NICS Non-Intercompany Settlement System
NID Network Interface Device
NIU Network Interface Unit =~
NPA Numbering Plan Area
NPAC | Number Portability Administration Center
NRC Non-recurring Charge
NTW Network Terminating Wire
NXX Three-Digit Central Office Code (N=2-9, X=0-9)
OAM Operation and Maintenance
OAM&P Operations Administration Maintenance & Provisioning
B OBF Ordering and Billing Forum _
T oC Order Coordination o
___ OC-T8 Order Coordination Time Specific
7 OC-N Optical Circuit — (Number) =
QOCN Operating Company Number
OSHA Occupational Safety and Health Act
ODUF Optional Daily Usage File
OL! Originating Line Information
OMAP Operations, Maintenance & Administration Part
ORT Operational Readiness Test -
0S Operator Services
0SS Operational Support Systems
OTS Operator Transfer Service
PBX . ﬂ_lf’[iygtg Branch Exchange
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=
PCBs Polychlorinated biphenyls w)
PDH _Plesiochronous Digital Hierarchy S
_ PIC Primary Interexchange Carrier Py
" PIN Personal Identification Number 2
PIU | PercentInterstate Usage 8
PLU | Percent Local Usage m
PNP Permanent Number Portability _ 0
POI Point of Interface _ o Gz)
POI Points of Interconnection .
PON Purchase Order Number N
POP Point of Presence ©
POT Point of Termination i z
POTS _ Plain Old Telephone Service S
PSAP Public Safety Answering Point g
PSTN [ Public Switched Telecommunications Network @
PUC - | Public Utilities Commission 3
RACF Remote Access Call Forwarding 3
. _RAO Revenue Accounting Office o S
— RCF Remote Call Forwarding i .
RCRA Resource Conservation and Recovery Act o <
RI Route Index - @
RIC Residual Interconnection Chargé's' %
RI-PH Route Index - Portability Hub . 7))
ROW Right of Way T %
RSAG Regional Street Address Guide =
RSM Remote Switch Module =
RT | Remote Terminal o
SAG Street Address Guide o
SBC Subsequent Billing Company 52
SCCP Signaling Connection Control Point Ay
SCE Service Creation Environment Q
SCE/SMS Service Creation Environment and Service Management ©
| System o
SCP Service Control Points -
SDH Synchronous Digital Hierarchy S
SECLOC Secondary Location o
SECAB "~ Small Exchange Carrier Access B|Il|ng o
SIC Standard Industrial Code T
“SL1 Service Level One )
SL2 Service Level Two 7
SMDI Simplified Message Desk Interface
SMDI-E Simplified Message Desk Interface - Enhanced
SMS Service Management System
SONET Synchronous Optical Network
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Attachment 11
Page 8
SP Signaling Point
SPID | Service Profile |dentifier
SPNP Service Provider Number Portability
SPNP-RCF Service Provider Number Portablllty-Remote Call
Forwarding
SPNP-LERG Service Provider Number Portablhty-Local Exchange
Routing Guidé
SPNP-DID Service Provider Number Portability-Direct Inward
Dialing
SPNP-RI Service Provider Number Portability-Route Indexing
"SPOC 1 Single Point of Contact o
SPOI Signaling Point of Interconnection
SRVT SCCP Routing Verification Test
SS7 Signaling System7_ __
SSP Switching Service Point = ™
STP Signaling Transfer Point _
STPS Signaling Transfer Point Switch
STS Synchronous Transport Signal
SWA Interexchange Carrier Switched Access
TAFI Trouble Analysis Facilitation Interface
TAG Telecommunications Access Gateway
TC Transaction Code
TCAP ‘| Transaction Capabilities Application Port
TELRIC _ | Total Element Long Run Incremental Cost
TGSR 7 | Trunk Group Service Request
TIAJEIA Telécommunications Industries Association/Electronic
Industries Association -
TLN = | Telephone Line Number
TNS " | Transit Network Selection
TOPS | Traffi¢ Operator Position System
TR Technical Requirements
TS Tandéem Switching )
TSGR Transport System Generic Reqmremen’ts o
UCL Unbundled Copper Loop
. ubL Unbundled Digital Loop
" UDLC Universal Digital Loop Carrier
UNE Unbundled Network Element
USL Unbundled Subloop )
USLC Unbundled Subloop Concentration System o
UsoC Universal Service Order Code T
UvL Unbundled Voice-grade Loop .
V&H Vertical and Horizontal
WTN Working Telephone Number
xDSL __| Digital Subscriber Line
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NETWORK SECURITY

Network Security — Protection of Service and Property

BellSouth agrees to take reasonable and prudent steps to ensure adequate
protection of AT&T property located with BellSouth Premises ‘including, but not
limited to:

Controlling all appreved system and modem access through security servers.
Access to, or connection with, a network element shall be established through
a secure network or security gateway and/or firewall. Dial-up access to
modems connected to network entry points must be protected by individual
authentication of the user, e.g., via Network Access passwords, smart cards,
tokens;

A security software package will be used, or at a minimum, perform manual
checks that monitor user and machine integrity and confidentiality, such as
password assignment and aging, directory and permission configuration, and
system accounting data; and

Maintain accurate and complete records detailing the individual data
connections and systems to which they have granted the other party access or
interface privileges. These records will include, but are not limited to, login
identification, user request records, system configuration, time limits of user
access or system interfaces.

2/4/00
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AGREEMENT

In consideration of the mutual promises contained herein, BellSouth Advertising
& Publishing Corporation, a Georgia Corporatiori (‘BAPCO”) and AT&T
Communications of the Southern States, Inc., a New York corporation, and AT&T
Communications of the South Central States, Inc., a Delaware corporation, and
TCG Ohio (herein, collectively “AT&T”) agree as follows:

1. RECITALS. BAPCO is the publisher of alphabetical and classified
directories for certain communities in the southeastern region of the U.S. (the
"Directories”). AT&T provides local exchange telephone service in communities

in which BAPCO publishes Directories. BAPCO and AT&T hereby establish the .

terms by which BAPCO will include listings of AT&T customers in such
Directories and by which BAPCO will provide such Directories to AT&T
customers. BAPCO agrees that it will provide ta AT&T services that are at least
equal in quality to those services provided to other telecommunications carriers
generally, and consistent with BAPCQ's internal standards.

2. AUTHORITY. BAPCO assumes the authority and agrees to perform the
obligations delegated to it by its affiliate, BeliSouth Telecommunications, Inc.
(“BellSouth”) in Section 20 of the General Terms and Conditions Interconnection
Agreement dated . . . between AT&T and BellSouth.

3. AT&T OBLIGATIONS. AT&T agrees as follows:

(@  AT&T shall provide to BAPCO, or its designee, at AT&T's expense
and at no charge, listing information concerning its subscribers (designating any
who do not desire published listings), consisting of customer name, address,
telephone number and all other information reasonably requested by BAPCO,
including disconnect information, as set forth on Exhibit A for use by BAPCO or
its affiliates or agents in publishing Directories. BAPCO may not use AT&T
subscriber listing information to include in any electronic directory without
the written authorization of AT&T [OPEN BELLSQUTH]. Such customer
listing information shall be provided in the format set forth in  Exhibit A, oras
otherwise mutually agreed between the parties from time to time.

(b)  AT&T shall also provide directory delivery information to BAPCO ,
or its designee, as set forth in Exhibit A for all AT&T customers.

(c)  AT&T shall advise BAPCO, or its designee, promptly of any
directory-related inquiries, requests or complaints which it may receive from
AT&T customers and shall provide reasonable cooperation to BAPCO in
- response to or resolution of the same.

SC 10/18/00
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(d)  ATA&T shall respond promptly regarding corrections or queries -
raised by BAPCO to process listing changes requested by customers.

4.  BAPCO OBLIGATIONS.

(&)  BAPCO shall include at no charge to AT&T or AT&T's tustomers
one standard listing for each AT&T customer per line or per hunting group in
BAPCO's appropriate local alphabetical Directory as published periodically by
BAPCO unless nonlisted or unpublished status is designated by customers.
Such listings shall be interfiled with the listings of other local exchange telephone
company customers and otherwise published in the manner of such other listings
is accordance with and subject to BAPCO’s generally applicable publishing

policies described in Section 5 below, without designation or differentiation as to
the subscriber's exchange carrier.

(b)  BAPCO shall publish additional listings, foreign listings and all other
alphabetical Directory listings offered by BellSouth for AT&T customers upon
their request, consistent with BAPCO's publishing policies described in Section 5
below, in BAPCO's alphabetical Directories. BAPCO shall publish all listings for
all AT&T’s customers in an identical manner and upon the same terms and
conditions described in Section 5 below.

(c)  BAPCO will distribute its regularly published alphabetical and
classified Directories to local AT&T customers on the same basis that BAPCO
delivers Directories generally t6 BellSouth’s, its affiliates or other CLEC's
customers, and in accordance with BAPCO's prevailing practices, including
delivery following Directory publication and upon establishment of new AT&T

service, if a current Directory for that geographic area has not previously been
provided. ‘

{(d)  BAPCO shall make available recycling services for Directories to
AT&T customers under the same terms and conditions that BAPCO makes such
services available to other BAPCO directory customers.

(e) BAPCO will include for AT&T, in the customer guide section of the
Directory, not less than a one-half page of information about AT&T services,
including addresses and telephone numbers for AT&T customer service
and AT&T’s logo in the same manner as that included for all other carriers
[OPEN BELLSOUTH], information relating to establishment of service, repair
and billing in the generic customer guide pages of its alphabetical Directories in
aceordance-with-BARCO's. AT&T will provide information requested by BAPCO
for such purposes on a timely basis. Any change or modification t6 the content
AT&T provides to BAPCO for inclusion in the customer guide section of the
Directory shall be approved by AT&T in advance.

SC 10/18/00
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()  BAPCO shall make available at no charge to AT&T or its customers
one listing for each AT&T business customer's primary listing in one appropriate
heading in the applicable local classified directory as published periodically by
BAPCO. Such listings shall be published according to BAPCO’s publishing
policies as described in Section 5 below.

(g} BAPCO shall solicit, accept and publish directory advertising from
business customners of AT&T in communities for which BAPCO publishes
classified Directories in the same manner and upon the same terms as it solicits,
accepts and publishes advertising from advertisers who are not AT&T customers.
Except for customer information actually published in a Directory, BAPCO shall

not use any customer information provided to it by AT&T for the solicitation of
business for other carriers.

(h)y  BAPCO shall not provide listing information relating to AT&T
customers to other local exchange service providers or independent directory
publishers without AT&T approval, except as may be required in relation to this
Agreement or as otherwise required by law.

5. PUBLISHING POLICIES. BAPCO shall maintain full authority over its
publishing schedules, policies, standards, and practices and over the scope and
publishing schedules of its Directories. BAPCO shall periodically provide AT&T,
with prompt and timely notice of changes to BAPCO’s publishing policies that in
BAPCO's judgment could reasonably be expected to affect AT&T’s conduct and
performance of its obligations under this Agreement that support BAPCO's
publishing of listings for AT&T’s customers. Such periadic notice of changes
shall be provided at least sixfy (60) days before they become effective

[OPEN BELLSOUTH]. Such policy updates shall include, without limitation, the
subjects described in Exhibit B

6. LIABILITY AND INDEMNITY.

(@  AT&T agrees to defend, indemnify and hold harmless BAPCO from
all damages, claims, suits, losses or expenses, including without limitation
reasonable costs and attorneys’ fees, arising out of or resulting from any error in
or omission of any residential or business listing for customers of AT&T to the

extent such error or omission is caused by AT&T's failure to provide accurate
customer informdtion to BAPCO.

(b)  BAPCO agrees to defend, indemnify and hold harmiess AT&T from
all damages, claims, suits, losses or expenses, including without limitation
reasonable costs and attorneys’ fees arising out of or resulting from: (i) any error
in or omission of any paid advertising for customers of AT&T other than those

SC 10/18/00
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errors caused by AT&T’s failure to provide accurate customer information to
BAPCO; provided, however, that BAPCO agrees that, where permitted by law, its
advertising contracts with AT&T’s customers shall limit liability of BAPCO and
AT&T for errors and omissions to a rebate of advertising charges fer the
advertising containing the error or omission (inclusion of such limitation of AT&T’s
liability to be undertaken in BAPCO’s normmal course of business); or (i) any error
in or omission of any business listing for customers of AT&T t6 the extent such
error or omission is caused by BAPCO's failure to publish correctly such
customer information provided by AT&T; provided, however, that notwithstanding
the foregoing, BAPCO's liability to AT&T for any claims relating to or arising from
errors in or omissions of residential customers listings shall be limited to One
Dollar ($1.00) for each such claim.

(c) Except as provided above each party agrees to defend, indemnify
and hold harmigss the other from damages, claims, suits, losses or expenses,
including without limitation reasonable costs and reasenable attorney’s fees, to
the extent of such party’s relative fault, arising out of or resulting from any error,
omission or act of such party hereunder. Each party shall notify in writing the
other promptly of any act or omission which may give rise to a claim hereunder,
and of any claim or suit arising hereunder. Each party shall provide reasonable
and timely cooperation in its resolution of any claim or lawsuit arising hereunder.
Without waiver of any rights hereunder, the indemnified party may at its expense
undertake its own defense in any such claim or suit.

(d)  Notwithstanding anything in this Section 5 to the contrary, in no
event shall either party be liable to the other or te any third party for any special,
incidental or consequential damages or any loss of profits.

(e) = ATE&T agrees to include in any local service tariff it files a provision
limiting its liability and that of BAPCO, for any claims relating to directory listings
or advertisements, to the customers cost of local service or to the charge for any
such listing, whichever is less. '

7. TERM. This Agreement shall be effective on the date of the last signature
hereto and shall remain in effect for a term of three years, concurrent with the
Interconnection Agreement dated between AT&T and BellSouth, and
shall relate to Directories published by BAPCO during such period. Thereafter, it

shall continue in effect unless terminated by either party upon sixty (60) days
prior written notice.

8. ASSIGNMENT. This Agreement shall be binding upon any successors or
assigns of the parties during its term,

SC 10/18/00
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9. RELATIONSHIP OF THE PARTIES. This Agreement does not create any
joint venture, partnership or employment relationship between the parties or their
employees, and the relationship between the parties shall be that of an
independent contractor. There shall be no intended third party beneficiaries to
this Agreement.

10. NONDISCLOSURE

(8)  During the term of this Agreement it may be necessary for the
parties to provide each other with certain information (“Information”) considered
to be private or proprietary. The recipient shall protect such Information from
distribution, disclosure or dissemination to anyone except its employees or
contractors with a need to know such Information in conjunction herewith, except
as otherwise authorized in writing. All such Information shall be in writing or
other tangible form and clearly marked with a confidential or proprietary legend.
Information conveyed orally shall be designated as proprietary or confidential at
the time or such oral conveyance and shall be reduced to writing within forty-five
(45) days.

(b)  The parties will not have an obligation to protect any portion of
Information which: (1) is made publicly available lawfully by a nonparty to this
Agreement; (2) is lawfully obtained from any source other than the providing
party; (3} is previously known without an obligation to keep it confidential: 4)is
released by the providing party in writing; or (5) commencing two (2) years after
the termination date of this Agreement if such Information is not a trade secret
under applicable law.

(c)  Each party will make copies of the Information only as necessary
for it use under the terms hereof, and each such copy will be marked with the
same proprietary notices as appear on the originals. Each party agrees to use
the Information solely in support of this Agreement and for no other purpeose.

11.  FORCE MAJEURE. Neither party shall be responsible to the other for
any delay or failure to perform hereunder to the extent caused by fire, flood,
explosion, war, strike, riot, embargo, governmental requirements, civic or military
authority, act of God, or other similar cause beyond its reasonable control.. Each
party shall use best efforts to notify the other promptly of any such delay or
failure and shall provide reasonable cooperation to ameliorate the effects thereof.

621 40 86 dbed - O-/25-0002Z - DSOS - NV Z#:0L 61 J8qWaAON 6102 - ONISSIO0Hd HO4 d31d30IV

12 PUBLICITY. Neither party shall disclose the terms of this Agreement nor

use the trade names or trademarks of the other without the prior express written
consent of the other.

13. REPRESENTATIVES AND NOTICES.
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(@  Each party shall name one or more representatives for contacts
between the parties which shall be authorized to act on its behalf. Such

representatives may be changed from time to timé upon written notice to the
other party.

(b) - Notices required by law or under this Agreement shall be given in
writing by hand delivery, certified or registered mail, or by facsimile followed by
certified or registered mail, addressed to the named representatives of the
parties with copies to:

If to BAPCO: Director-LEC/BST Interface
BellSouth Advertising & Publishing Corporation
Room 270 :
58 Executive Park South
Atlanta, GA 30329

With Copy to: Vice President and General Counsel
BellSouth Advertising & Publishing Corporation
Room 430
59 Executive Park South
Atlanta, GA 30329

if to AT&T: Bill C. Peacock
: Director = Local Services & Access
Management
Room 12254
1200 Peachtree St., N.E.
Atlanta, GA 30309

With Copy to: Virginia C. Tate
Chief Commercial Attorney
Suite 8100
1200 Peachtres St., NE
Atlanta, GA 30309

14. MISCELLANEOQUS. This Agreement represents the entire Agreement
between the parties with respect to the subject matter hereof and supersedes
any previous oral or writteri communications, representations, understandings, or
agreements with respect thereto. It may be executed in counterparts, each of
which shall be deemed an original. All prior and contemporaneous written or oral
agreements, representations, warranties, statements, negotiations, and / or
understandings by and between the parties, whether express or implied, are
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superseded, and there are no representations or warranties, either oral or
written, express or implied, not herein contained. This Agreement shall be
governed by the laws of the state of Georgia.

IN WITNESS WHEREOF, the parties have executed this Agreement by their duly
authorized representatives in one or more counterparts, each of which shall
constitute an original, on the dates set forth below.

BellSouth Advertising & AT&T Communications of

Publishing Corporation the Southern States, Inc. and
TCG Ohio '

By: By:

Title: ... Title:

Date: Date:

AT&T Communications of the
South Central States, Inc. and
TCG Ohio

By:

Title: .

Date:
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EXHIBIT A

ACCOUNT INFORMATION SECTION (items in this section are mandatory)

1. Main Telephone Number: Main line of telephone service that all other
numbers are associated to. (Area Code/NXX/Line Numbers)

2. Published Telephone Number: Telephone number to appear in the
directory. '

3. Old Telephone Number: If the number is changing, enter the OLD Telephone
Number.

4. Type of Directory Service: Bus (Business) or Res (Residence)

5. Order Type: N - New connect order; D = Disconnect service order; C —
Change of listings; R — Directory delivery only.

6. Due Date: Date that service is requested.

7. Carrier name: The name of the local exchange AT&T and operating
company code.

8. Carrier Number: Operating Company Number.

PRIMARY LISTING INFORMATION SECTION (ltems in this section are
mandatory)

9. Listed Name: The way the listing is t6 appear in the directory. (maximum
1000 characters = including spaces) Caption arrangements should be
formatted per guidelines. Non-Pub or Non-List situations should be indicated.

10. Listed Address: Current address may include street number — street name

city, state, and zip code. (Note: P.O. Box or Route not acceptabie). Omitted
address shown as (OAD). (maximum 250 characters)

11. Service Address: Physical location of the telephone.

621 40 10l 8bed - O-/2S-0002 - DSOS - NV Z¥:0L 61 J8qWBAON 6102 - ONISSIO0Hd HO4 d31d4300V

12. Community Name: The name of the community where the listing appears.
(i.e.: the Atlanta Directory may have a Community name of Buckhead).

13. Zip code: 5 or 9 character code.
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14. Yellow Pages Heading: The Yellow Page heading where customer wants

his listing to appear. (Valid for Business Primary Listings only).

15. Directory Name: Name of the directory where Customer desires listing to

appear (including town section if applicable). 1If consistent with existing
central office and directory configuration, listing will be included. If different, a
ForeignListing will be charged. Directory appearance entitled free is based
on the central office prefix. Entitlement for appearance in other directories will
be at thé rate of a Foreign Listing (FL).

BILLING INFORMATION SECTION (items in this section are requested but
optional)

16.
17.

18.

19.

20.

21.

Billing: Name to appear on bill.

Billing Address: Street number, street name, city, state, zip.

Contact Telephone Number: Telephone number to contact regarding
billing.

Responsible Person: Owner's name or partners’ names or 2 corporate
officers.

Type of Ownership: Sole owner; Partnership or Corporation.

Tax ID Number or Social Security Number: If sole owner, must have
social security number.

DIRECTORY DELIVERY INFORMATION SECTION (ltems in this section are
mandatory)

22.

23.

24.

25.

26.

Name: Personal or business hame.

‘Delivery Address: Street number, street name, city, state, zip code of
where directories are to be délivered.

Directory (Book ID): Bolt code of the directory/

Number of books now: for immediate delivery/replacement.

Number of books annually: 0-3 residence, 0-5 business, then negotiated.

REMARKS SECTION (As Required)

SC 10/18/00
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27. Remarks: Free flow field used by AT&T for-any additional information.
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Exhibit B
BAPCO Deliverables’
Publication Schedules

BAPCO will provide to AT&T an electronic [OPEN BELLSOUTH] copy of the
publication schedules for all directories within the areas served by the AT&T.
This schedule will include the name of the directory, the directory bolt code, the
business office close date and the issue date. The business office close date
represents the last day to receive activity for appearance in the subsequent
directory. This date also represents the close date for advertising activity into the
Yellow Pages.

The issue date represents the mid point of delivery of the new directory and the
date at which new directory billing will begin for the directory being delivered.
The length of the delivery period will vary depending upon the size of directory.

Yellow Pages Headings

BAPCO will provide an electronic version of the Yellow Pages Heading file which
will include all Yellow Pages headings allowed by BAPCO, the Yellow Pages
heading code and the associated SIC code. This material would be utilized to
assist the business customer in identifying where they would like representation
in BAPCO’s classified Yellow Pages directories.

Covérage Maps

BAPCO will provide a coverage map for its major directories identifying broadly
the geographic area served by the major directory. These maps will be provided
only for the major directories in the area served by AT&T.

Central Office Table

BAPCO will provide two electronic versions of what is called the ABC table.
Version 1 of this report, identifies by NPA and in sequence by central office in
which directory a customer is entitied to appear. Version 2 of this report reflects
the directory name and all central offices appearing within that directory.

621 40 ¥01 8bed - O-/25-0002 - DSOS - NV Z¥:0L 61 J8qWBAON 6102 - ONISSIO0Hd HO4 d31d300V
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BAPCO will provide a condensed electronic version of listing specifications

reflecting the rules and regulations regarding listing appearance in both the white
and yellow pages.

Abbreviation Table

BAPCO will provide an electronic copy of the standard abbreviations utilized for
given names, titles of address, titles of lineage, military titles, degrees and
professional affiliations standards. This information can be used to assist in
effectively processing various listed name requests.

Foreign Directory Name Table

BAPCO will provide a list of all foreign directory names to be used in the

processing of foreign listing requests. This field is a required element in the
establishment of foreign listings.

Customer Guide Pages Appearance Procediires

BAPCO will provide free listing appearance under the areas of Establishing
Service, Billing and Repair in the Customer Guide Section of the White Pages for
directories where a AT&T operates. These procedures identify how to get your
listing to appear and procedures for purchasing LEC specific pages.
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AGREEMENT

In consideration of the mutual promises contained herein, BellSouth Advertising
& Publishing Corporation, a Georgia Corporation (‘BAPCO”) and AT&T
Communications of the Southern States, Inc., a New York corporation, and AT&T
Communications of the South Central States, Inc., a Delaware corporation, and
TCG Ohio (herein, collectively “AT&T”) agree as follows:

1. RECITALS. BAPCO is the publisher of alphabetical and classified
directories for certain communities in the southeastern region of the U.S. (the
“Directories”). AT&T provides local exchange telephone service in communities
in which BAPCO publishes Directories. BAPCO and AT&T hereby establish the .
terms by which BAPCO will include listings of AT&T customers in such
Directories and by which BAPCO will provide such Directories to AT&T
customers. BAPCO agrees that it will provide to AT&T services that are at least
equal in quality to those services provided to other telecommunications carriers
generally, and consistent with BAPCO's internal standards.

2. AUTHORITY. BAPCO assumes the authority and agrees to perform the
obligations delegated to it by its affiliate, BeliSouth Telecommunications, Inc.
(“BeliSouth”) in Section 20 of the General Terms and Conditions Interconnection
Agreement dated between AT&T and BellSouth.

< ATE&T OBLIGATIONS. AT&T agrees as follows:

(@)  AT&T shall provide to BAPCO, or its designee, at AT&T’s expense
and at no charge, listing information concerning its subscribers (designating any
who do not desire published listings), consisting of customer name, address,
telephone number and all other information reasonably requested by BAPCO,
including disconnect information, as set forth on Exhibit A for use by BAPCO or
its affiliates or agents in publishing Directories. BAPCO may not use AT&T
subscriber listing information to include in any electronic directory without
the written authorization of AT&T [OPEN BELLSOUTH]. Such customer
listing information shall be provided in the format set fofth in Exhibit A, or as
otherwise mutually agreed between the parties from time to time.

: (b)  AT&T shall also provide directory delivery information to BAPCO ,
or its designee, as set forth in Exhibit A for all AT&T customers.

(c)  AT&T shall advise BAPCO, or its designee, promptly of any
directory-related inquiries, requests or complaints which it may receive from’
AT&T customers and shall provide reasonable cooperation to BAPCO in
response to or resolution of the same.

SC 10/18/00
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(d)  ATA&T shall respond promptly regarding corrections or queries
raised by BAPCO to process listing changes requested by customers.

4, BAPCO OBLIGATIONS.

(a) BAPCO shall include at no charge to AT&T or AT&T’s customers
one standard listing for each AT&T customer per line or per hunting group in
BAPCO's appropriate local alphabetical Directory as published periodically by
BAPCO unless nonlisted or unpublished status is designated by customers.
Such listings shall be interfiled with the listings of other local exchange telephone
company customers and otherwise publishéd in the manner of such other listings
is accordance with and subject to BAPCO’s generally applicable publishing
policies described in Section 5 below, without designation or differentiation as to
the subscriber’s exchange carrier.

(b)  BAPCO shall publish additionat listings, foreign listings and all other
alphabetical Directory listings offered by BellSouth for AT&T customers upon
their request, consistent with BAPCO's publishing policies described in Section 5
below, in BAPCO's alphabetical Directories. BAPCO shall publish all listings for
all AT&T’s customers in an identical manner and upon the same terms and
conditions described in Section 5 below.

(¢) BAPCO will distribute its regularly published alphabetical and
classified Directories to local AT&T customers on the same basis that BAPCO
delivers Directories generally to BellSouth’s, its affiliates or other CLEC's
customers, and in accordance with BAPCO’s prevailing practices, including
delivery following Directory publication and upon establishment of new AT&T
service, if a current Directory for that geographic area has not previously been
provided.

(d}  BAPCO shall make available recycling services for Directories to
AT&T customers under the same terms and conditions that BAPCO makes such
services available to othér BAPCO directory customers.

(e}  BAPCO will include for AT&T, in the customer guide section of the
Directory, not less than a one-half page of information about AT&T services,
including addresses and telephone numbers for AT&T customer service
and AT&T'’s logo in the same manner as that included for all other carriers
[OPEN BELL SOUTH], information relating to establishment of service, repair
and billing in the generic customer guide pages of its alphabetical Directories in
acecerdance-with-BAPGO's. AT&T will provide information requested by BAPCO
for such purposes on a timely basis. Any change or modification to the content
AT&T provides to BAPCO for inclusion in the customer guide section of the
Directory shall be approved by AT&T in advance.

SC 10/18/00
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® BAPCO shall make available at no charge to AT&T or its customers
one listing for each AT&T business customer's primary listing in one appropriate
heading in the applicable local classified directory as published periodically by
BAPCO. Such listings shall be published according to BAPCQ’s publishing
policies as described in Section 5 below.

(@)  BAPCO shall solicit, accept and publish directory advertising from
business customers of AT&T in communities for which BAPCO publishes
classified Directories in the same manner and upon the same terms as it solicits,
accepts and publishes advertising from advertisers who are not AT&T customers.
Except for customer information actually published in a Directory, BAPCO shall

not use any customer information provided to it by AT&T for the solicitation of
business for other carriers.

(h)  BAPCO shall not provide listing information relating to AT&T
customers to ether local exchange service providers or independent directory
publishers without AT&T approval, except as may be required in relation to this
Agreement or as otherwise required by law.

5. PUBLISHING POLICIES. BAPCO shall maintain full authority over its
publishing schedules, policies, standards, and practices and over the scope and
publishing schedules of its Directories. BAPCO shall periodically provide AT&T,
with prompt and timely notice of changes to BAPCO's publishing policies that in
BAPCO's judgment could reasonably be expected to affect AT&T's conduct and
performance of its obligations under this Agreement that support BAPCO's
publishing of listings for AT&T’s customers, Such periodic notice of changes
shall be provided at least si 60) days before they become effective

[OPEN BELLSOUTH]. Such policy updates shall include, without limitation, the
subjects described in Exhibit B

6. LIABILITY AND INDEMNITY.

(@)  AT&T agrees to defend, indemnify and hold harmless BAPCO from
all damages, claims, suits, losses or expenses, including without limitation
reasonable costs and attormeys’ fees, arising out of or resulting from any error in
or omission of any residential or business listing for customers of AT&T to the
extent such error or omission is caused by AT&T's failure to provide accurate
customer information to BAPCO.

(b) BAPCO agrees to defend, indemnify and hold harmless AT&T from
all damages, claims, suits, Iosses or expenses, including without limitation
reasonable costs and attorneys’ fees arising out of or resulting from: (i) any error
in or omission of any paid advertising for customers of AT&T other than those
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errors caused by AT&T's failure to provide accurate customer information to
BAPCO; provided, however, that BAPCO agrees that, where permitted by law, its
advertising contracts with AT&T's customers shall limit liability of BAPCO and
AT&T for errors and omissions to a rebate of advertising charges for the
advertising containing the error or omission (inclusion of such limitation of AT&T’s
liability to be undertaken in BAPCO’s normmal course of business); or (i) any error
in or omission of any business listing for customers of AT&T to the extent such
error or omission is caused by BAPCO's failure to publish correctly such
customer information provided by AT&T; provided, however, that notwithstanding
the foregoing, BAPCO?s liability to AT&T for any claims relating to or arising from
errors in or omissions of residential customers listings shall be limited to One
Dollar ($1.00) for each such claim.

(¢) Except as provided above each party agrees to defend, indemnify
and hold harmless the other from damages, claims, suits, losses or expenses,
including without limitation reasonable costs and reasonable attorney’s fees, to
the extent of such party’s relative fault, arising out of or resulting from any error,
omission or act of such party hereunder. Each party shall notify in writing the
other promptly of any act or omission which may give fise to a claim hereunder,
and of any claim or suit arising hereunder. Each party shall provide reasonable
and timely cooperation in its resolution of any claim or lawsuit arising hereunder.
Without waiver of any rights hereunder, the indemnified party may at its expense
undertake its own defense in any such claim or suit.

(d)  Notwithstanding anythihg in this Section 5 to the contrary, in no
event shall either party be liable to the other or to any third party for any special,
incidental or consequential damages or any loss of profits.

(e) = AT&T agrees to include in any local service tariff it files a provision
limiting its liability and that of BAPCO, for any claims relating to directory listings
or advertisements, to the customers cost of local service or to the charge for any
such listing, whichever is less.

7. TERM. This Agreement shall be effective on the date of the last signature
hereto and shall remain in effect for a term of three years, concurrent with the
Interconnection Agreement dated between AT&T and BellSouth, and
shall relate to Directories published by BAPCO during such period. Thereafter, it
shalf continue in effect unless terminated by either party upon sixty (60) days
prior written notice.

8. ASSIGNMENT . This Agreement shall be binding upon any successors or
assigns of the parties during its term.
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‘9. BELATIONSHIP OF THE PARTIES. This Agreement does not create any
joint venture, partnership or employment relationship between the parties or their
employees, and the relationship between the parties shall be that of an

independent contractor. There shall be no intended third party beneficiaries to
this Agreement.

10. NONDISCLOSURE

(@)  During the term of this Agreement it may be necessary for the
parties to provide each other with certain information (“information”) considered
to be private or proprietary. The recipient shall protect such Information from
distribution, disclosure or dissemination to anyone except its employees or
contractors with a need to know such Information in conjunction herewith, except
as otherwise authorized in writing. All such Information shall be in writing or
other tangible form and clearly marked with a confidential or proprietary legend.
Information conveyed orally shall be designated as proprietary or confidential at

the time or such oral conveyancé and shall be reduced to writing within forty-five
(45) days.

(b}  The parties will not have an obligation to protect any portion of
Information which:.(1) is made publicly available lawfully by a nonparty to this
Agreement; (2) is lawfully obtained from any source other than the providing
party; (3) is previously known without an obligation to keep it confidential; (4) is
released by the providing party in writing; or (5) commencing two (2) years after
the termination date of this Agreement if such Information is not a trade secret
under applicable law.

()  Each party will make copies of the Information only as necessary
for its use under the terms hereof, and each such copy will be marked with the
same proprietary notices as appear on the originals. Each party agrees to use
the Information solely in support of this Agreement and for no other purpose.

11.  FORCE MAJEURE. Neither party shall be responsible to the other for
any delay or failure to perform hereunder to the extent caused by fire, flood,
explosion, war, strike, riot, embargo, governmental requirements, civic or military
authority, act of God, or other similar cause beyond its réasonable control. Each
party shall use best efforts to notify the other promptly of any such delay or
failure and shall provide reasonable cooperation to ameliorate the effects thereof,

621 40 2l | 8bed - O-/25-0002 - DSOS - NV Z¥:0L 61 J8qWaAON 6102 - ONISSIO0Hd HO4 d31d4300V

12, PUBLICITY. Neither party shall disclose the terms of this Agreement nor

use the trade names or trademarks of the other without the prior éxpress written
consent of the other.

13. REPRESENTATIVES AND NOTICES.
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(@)  Each party shall name one or more representatives for contacts
between the parties which shall be authiorized to act on its behalf. Such

representatives may be changed from time to time upon written notice to the
other party.

(b) _ Notices required by law or under this Agreement shall be given in
writing by hand delivery, certified or registered mail, or by facsimile followed by
certified or registered mail, addressed to the named representatives of the
parties with copies to:

if to BAPCO: Director-LEC/BST Interface
BellSouth Advertising & Publishing Corporation
Room 270 .
59 Executive Park South
Atlanta, GA 30329

With Copy to: Vice President and General Counsel

) BellSouth Advertising & Publishing Corporation
Room 430
59 Executive Park South
Atlanta, GA 30329

If to AT&T: Bill C. Peacock
Director — Local Services & Access
Management
Room 12254
1200 Peachtree St., N.E.
Atlanta, GA 30309

With Copy to: Virginia C. Tate
Chief Commercial Attorney
Suite 8100
1200 Peachtree St., NE
Atlanta, GA 30309

14.  MISCELLANEOUS. This Agreement represents the entire Agreement
between the parties with respect to the subject matter hereof and supersedes
any previous oral or written communications, representations, undérstandings, or
agreements with respect thereto. It may be exécuted in counterparts, each of
which shall be deemed an original. All prior and contemporaneous written or oral
agreements, representations, warranties, statements, negotiations, and / or
understandings by and between the parties, whether express or implied, are
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superseded, and there are no representations or warranties, eithér oral or
written, express or imiplied, not herein contained. This Agreement shall be

governed by the laws of the state of Georgia.

IN WITNESS WHEREOF, the parties have executed this Agreement by their duly
authorized representatives in one or more counterparts, each of which shall
constitute an original, on the dates set forth below.

BellSouth Advertising &
Publishing Corporation

By:

Title:

Date:

AT&T Communications of
the Southern States, Inc. and
TCG Ohio

By:

Title:

Date:

AT&T Communications of the
South Central States, Inc. and
TCG Ohio

By:

Title:

Date:

SC 10/18/00
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EXHIBIT A

ACCOUNT INFORMATION SECTION (items in this section are mandatory)

1. Main Telephone Number: Main line of telephone service that ali other
numbers are associated to. (Area Code/NXX/Line Numbers)

2. Pubﬁsl'red Telephone Number: Telephone number to appear in the
directory.

3. Old Telephone Number: If the number is changing, enter the OLD Telephone
Number.

4. Type of Directory Service: Bus (Business) or Res (Residence)

5. Order Type: N — New connect order; D — Disconnect service order; C —
Change of listings; R — Directory delivery only.

6. Due Date: Date that service is requested.

7. Carrier name: The name of the local exchange AT&T and operating
company code.

8. Carrier Number: Operating Company Number.

PRIMARY LISTING INFORMATION SECTION (items in this section are
mandatory)

9. Listed Name: The way the listing is to appear in the directory. (maximum
1000 characters — including spaces) Caption arrangements should be
formatted per guidelines. Non-Pub or Non-List situations should be indicated.

10. Listed Address: Current address may include street number — street name,
city, state, and zip code. (Note: P.O. Box or Route not acceptable). Omitted
address shown as (OAD). (maximum 250 characters)

11. Service Address: Physical location of the telephone.

12. Community Name: The name of the community where the listing appears.
(i.e.: the Atlanta Directory may have a Community name of Buckhead).

13. Zip code: 5 or 9 charadter code.

SC 10/18/00
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14. Yellow Pages Heading: The Yellow Page heading where customer wants

his listing to appear. (Valid for Business Primary Listings only).

15. Directory Name: Name of the directory where Customer desires listing to

appear (including town section if applicable). If consistent with existing
central office and directory configuration, listing will be included. If different, a
Foreign-Listing will be charged. Directory appearance entitled free is based

on the central office prefix. Entitlement for appearance in other directories will
be at the rate of a Foreign Listing (FL).

BILLING INFORMATION SECTION (ltems in this section are requested but
optional)

16.
17.

18.

19.

20.

21.

Billing: Name to appear on bill.

Billing Address: Street number, street name, city, state, zip.

Contact Telephone Number: Telephone number to contact regarding
billing.

Responsible Person: Owner's name or partners’ names or 2 corporate
officers.

Type of Ownership: Sole owner, Partnership or Corporation.

Tax ID Number or Social Security Number: If sole owner, must have
social security number.

DIRECTORY DELIVERY INFORMATION SECTION (ltems in this section are
mandatory)

22.

23.

24.

25.

26.

Name: Personal or business name.

‘Delivery Address: Street numbeér, street name, city, state, zip code of

where directories are to be delivered.

Directory (Book ID): Bolt code of the directory/

Number .of books now: for immediate delivery/replacement,

Number of books annually: 0-3 residence, 0-5 business, then negotiated.

REMARKS SECTION (As Required)

SC 10/18/00
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'27. Remarks: Free flow field used by AT&T for any additional information.
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Exhibit B
BAPCO Deliverables’

Publication Schedules

BAPCO wilt-provide to AT&T an electronic [OPEN BELLSOUTH] copy of the-
publication schedules for all directories within the areas served by the AT&T.
This schedule will include thié name of the directory, the directory bolt code, the
business office close date and the issue date. The business office closé date
represents the last day to receive activity for appearance in the subsequent

directory. This date also represents the close date for advertising activity into the
Yellow Pages.

The issue date represents the mid point of delivery of the new directory and the
date at which new directory billing will begin for the directory being delivered.
The length of the delivery period will vary depending upon the size of directory.

Yellow Pages Headings

BAPCO will provide an electronic version of the Yellow Pages Heading file which
will include all Yellow Pages headings allowed by BAPCO, the Yellow Pages
heading code and the associated SIC code. This material would be utilized to

assist the business customer in identifying where they would like representation
in BAPCO’s classified Yellow Pages directories.

Coverage Maps

BAPCO will provide a coverage map for its major directories identifying broadly
the geographic area served by the major directory. These maps will be provided
only for the major directories in the area served by AT&T.

Central Office Table

BAPCO will provide two electronic versions of what is called the ABC table.
Version 1 of this report, identifies by NPA and in sequence by central office in
which directory a customer is entitled to appear. Version 2 of this report reflects
the directory name and all central offices appearing within that directory.

621 40 81| 8bed - D-/25-0002 - DSOS - NV Z#:0L 61 J8qWBAON 6102 - ONISSIO0Hd HO4 d31d300V
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BAPCO will provide a condensed electronic version of listing specifications

reflecting the rules and regulations regarding listing appearance in both the white
and yellow pages.

Abbreviation Taplga

BAPCO will provide an electronic copy of the standard abbreviations utilized for
given names, titles of address, titles of lineage, military titles, degrees and
professional affiliations standards. This information can be used to assist in
effectively processing various listed name requests.

Foreign Directoty Name Table

BAPCO will provide a list of all foreign directory names to be used in the
processing of foreign listing requests. This field is a required element in the
establishment of foreign listings.

Customer Guide Pages Appearance Procedures

BAPCO will provide free listing appearance under the areas of Establishing
Service, Billing and Repair in the Customer Guide Section of the White Pages for
directories where a AT&T operates. These procedures identify how to get your
listing to appear and procedures for purchasing LEC specific pages.
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ATTACHMENT 14
ALTERNATIVE DISPUTE RESOLUTION
DISAGREE
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ALTERNATIVE DISPUTE RESOLUTION

1. Purpose

1.1 . Attachment 14 provides for the expeditious, eeonomical, and equitable
resolution of disputes between BellSouth and AT&T arising under this
Agreement. ‘

2. Exclusive Remedy

2.1 Negotiation and arbitration under the procedures provided herein shall be the

exclusive remedy for all disputes between BellSouth and AT&T arising under
or related to this Agreement including its breach, except for: (i) disputes
arising pursuant to Attachmeént 6, Connectivity Billing; and (ii) disputes or
matters for which the Telecommunications Act of 1996 specifies a particular
remedy or procedure. Except as provided herein, BellSouth and AT&T hereby
renounce all recourse-to litigation and agree that the award of the arbitrators
shall be final and subject to no judicial review, except on one or more of those
grounds specified in thg Federal Arbitration Act (9 USC §§ 1 et seq.), as
amended, or any successor provision thereto. The exclusive remedy set forth
in this Section shall in no way limit either Party’s right to bring a claim in
another forum arising under Federal or state laws or statutes, including but not
limited to any antitrust claim. (AT&T 12/9/99)

2.1.1 If, for any reason, ¢ertain claims or disputes are deemed to be non-arbitrable,
the non-arbitrability of those claims or disputes shall in no way affect the
arbitrability of any other claims or disputes.

2.1.2 If, for any reason, the Federal Communications Commission or any other
federal or state regulatory agency exercises jurisdiction dver and decides any
dispute related to this Agreement or to any BellSouth tariff and, as a result, a
claim is adjudicated in both an agency proceeding and an arbitration
proceeding under this Attachment 14, the following provisions shall apply:

2.1.2.1 To the extent required by law, the agency ruling shall be binding upon the
Parties for the limited purposes of regulation within the jurisdiction and
authority of such agency.

2.1.2.2 The arbitration ruling rendered pursuant to this Attachment 14 shall be binding
upon the Parties for purposes of establishing their respective contractual rights

and obligations under this Agreement, and for all other purposés not expressly
precluded by such agency ruling.
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3.  Informal Resolution of Disputes
3.1 The Parties to this Agreement shall submit any and all disputes between

BellSouth and AT&T for resolution to an Inter-Company Review Board
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consisting of one representative from AT&T at the Director-or-above level and
one representative from BellSouth at the Vice-President-ot-above level (orat
such lower level as each Party may designate).

The Parties may enter into a settlement of any dispute at any time.

Initiation-of an Arbitration

Except for Disputes Affecting Servige, if the Inter-Company Review Board is
unable to resolve the dispute within thirty (30) days (or such longer period as
agreed to in writing by the Parties) of such submission, and the Parties have
not otherwise entered into a settlement of their dispute, either Party may
initiate an arbitration in accordance with the CPR Institute for Dispute
Resolution (“CPR"} Rules for Non-Administered Arbitration and business
disputes (“the CPR Rules”).

If the Inter-Company Review Board provided for in Section 3 of this
Attachment 14 is unable to resolve a Dispute Affecting Service within two (2)
business days (or such longer period as agreed t6 in writing by the Parties) of
such submission, and the Parties have not otherwise entered into a settlement
of their dispute, either Party, may, through its representative on the Inter-
Company Review Board, request arbitration of what in good faith is believed to
be a Dispute Affecting Service in accordance with the requirements of Section
9 of this Attachment 14, with the consent of the other party, which consent
shall not be unréasonably withheld. Any dispute not resolved in accordance

with Section 9 of this Attachment 14 shall be resolved as if it were not a
Dispute Affecting Service.

Governing Rules for Arbitration

The rules set forth below and the CPR Rules shall govern all arbitration
procéedings initiated pursuant to this Attachment: however, such arbitration

proceedings shall not be conducted under the auspices of the CPR Rules

unless the Parties mutually agree. Whete any of the rules set forth herein

conflict with the rules of the CPR Rules, the rules set forth in this Attachment
shall prevail.

Appointment and Removal of Arbitrators for the Disputes other than the

Disputes Affecting Service Process ‘

Each arbitration conducted pursuant to this Section shall be conducted before
a panel of three Arbitrators, each of whom shall meet the qualifications set
forth herein. Each Arbitrator shall be impartial, shall not have been employed
by or affiliated with any of the Parties hereto or any of their respective Affiliates

and shall possess substantial legal, accounting, telecommunications, business -

or other professional experience relevant to the issues in dispute in the
arbitration as stated in the notice initiating such proceeding. The panel of
arbitrators shall be sélected as provided in the CPR Rules.
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The Parties may, by mutual written agreement, remove an Arbitrator at any
time, and shall provide prompt written notice of removal to such Arbitrator.

In the event that an Arbitrator resigns, is removed pursuant to Section 6.2 of
this Attachment 14, er becomes unable to discharge his or her duties, the
Parties shall, by mutual written Agreement, appoint a replacement Arbitrator
within thirty (30) days after such resignation, removal, or inability, uniess a
different time period is mutually agreed upon in writing by the Parties. Any
matters pending before the Arbitrator at the time he or she resigns, is
removed, or becomes unable to discharge his or her duties, will be assigned to
the replacement Arbitrator as soon as the replacement Arbitrator is appointed.

Duties and Powers of the Arbitrators

The Arbitrators shall receive complaints and other permitted pleadings,
oversee discovery, administer oaths and subpoena witnesses pursuant to the
United States Arbitration Act, hold hearings, issue decisions, and maintain a
record of proceedings. The Arbitrators shall have the power to award any
remedy or relief that a court with jurisdiction over this Agreement could order
or grant, including, without limitation, the awarding of damages, pre-judgment
interest, specific performance of any obligation created under the Agreement,
issuance of an injunction, or imposition of sanctions for abuse or frustration of
the arbitration process, except that the Arbitrators may not: (i) award punitive
damages; (ii) or any remedy rendered unavailable to the Parties pursuant to
Section 10.3 of the General Terms and Conditions of the Agreement; or (jii)
limit, expand, or otherwise modify the terms of this Agreement.

Discovery and Proceedings

BellSeuth and AT&T shall attempt, in goed faith, to agree on a plan for
discovery. Should they fail to agree, either BellSouth or AT&T may request a
joint meeting or conference call with the Arbitrators. The Arbitrators shall
resolve any disputes between BellSouth and AT&T, and such résolution with

respect to the scope, manner, and timing of discovery shall be fina! and
binding.

The Parties shall facilitate the arbitration by: (i) making available to one
another and to the Arbitrators, on as expedited a basis as is practicable, for
examination, deposition, inspection and extraction all documents, books,
records and personnel under their control if determined by the Arbitrators to be
relevant to the dispute; (i) conducting arbitration hearings to the greatest
extent possible on successive days; and (jii) observing strictly the time periods

established by the CPR Rules er by the Arbitrators fof submission of evidence
or briefs.

Resolution of Disputes Affecting Service

Purpose

SC 10/18/00
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This Section 9 describes the précedures for an expedited resolution of
disputes between BeliSouth and AT&T arising under this Agreement which
directly affect the ability of a Party to provide uninterrupted, high quality
setrvices 1o its customers at the time of the dispute and which cannot be

resolved using the procedures for informal resolution of disputes contained in
this attachment of the Agreement.

Appointment and Removal of Arbitrator

A sole Arbitrator will preside over each dispute submitted for arbitration under
this Section 9.

The Parties shall appoint three (3) Arbitrators who will serve for the term of
this Agreement, unless removed pursuant to Section 9.2.3 of this Attachment
14. The appointment and the order in which Arbitrators shall preside over
Disputes Affecting Service will be made by mutual agreement in writing within
thirty (30) days after the Effective Date.

The Parties may, by mutual written agreement, remove an Arbitrator at any
time, and shall provide prompt written notice of removal to such Arbitrator.

In the event that an Arbitrator resigns, is removed pursuant to Section 9.2.3 of
this Attachment 14, or becomes unable to discharge his or her duties, the
Parties shall, by mutual written Agreement, appoint a replacement Arbitrator
within thirty (30) days after such resignation, removal, of inability, unless a
different time period is mutually agreed upon in writing by the Parties. Any
matters pending before the Arbitrator at the time he or she resigns, is
removed, or becomes unable to discharge his or her duties, will be assigned to
the Arbitrator whose name appears next in the alphabet.

Initiation of Disputes Affecting Service Process.

A proceeding for arbitration under this Section 9 will be commenced by a Party
(*Complaining Party”) after following the process provided for in Section 4 of
this Attachment 14 by filing a complaint with the Arbitrator and simultaneously
providing a copy to the other Party (“Complaint”).

Each Comblaint will concern only the claims relating to an act or failure to act
(or series of related acts or failures to act) of a Party which affect the

Complaining Party's ability to offer a specific service {or group of related
services) to its customers.

A Complaint may be in letter or memorandum form and must specifically
describe the action or inaction of a Party in dispute and identify with
particularity how the complaining Party’s service to its customers is affected.

Response to Complaint

SC 10/18/00
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9.4.1 A response to the Complaint must be filed within five (5) business days after
service of the Complaint. :

9.5 Reply to Complaint

9.5.1 A reply is permitted to be filed'by the Complaining Party within three (3)
business days of service of the response. The reply must be limited to those
mattersTraised in the response.

9.6 Discovery

9.6.1 The Parties shall cooperate on discovery matters as provided in Section 8 of
this Attachment 14, but following expedited procedures.

9.7 Hearing

9.7.1 The Arbitrator will schedule a hearing on the Complaint to take place within
twenty (20) business days after service of the Complaint. However, if mutually
agreed to by the Parties, a hearing may be waived and the decision of the
Arbitrator will be based upon the papers filed by the Parties.

9.7.2 The hearing will be limited to four (4) days, with each Party allocated no more
than two (2) days, including cross examination by the other Party, to present
its evidence and arguments. For extraordinary reasons, including the need for
extensive cross-examination, the Arbitrator may allocate more time for the
hearing. '

9.7.3 In order to focus the issues for purposes of the hearing, to present initial views
concerning the issues, and to facilitate the presentation of evidence, the
Arbitrator has the discretion to conduct a telephone prehearing conference at

a mutually convenient time, but in no event later than three (3) days prior to
any scheduled hearing.

8.7.4 Each Party may introduce evidence and call witnesses it has previously
identified in its witness and exhibit lists. The witness and exhibit lists must be
furnished to the other Party at least three (3) days prior to commencement of
the hearing. The witness list will disclose the substance of each witness’
expected testimony. The exhibit list will identify by name (author and
recipient), date, titlé and any other identifying characteristics the exhibits to be
used at the arbitration. Testimony from witnesses not listed on the witness list
or exhibits not listed on the exhibit list may not be presented in the hearing.
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9.7.5  The Parties will.make reasonable efforts to stipulate to undisputed facts prior
to the date of the hearing.

9.7.6  Witnesses will testify under oath and a complete transcript of the proceeding,
togethér with all pleadings and exhibits, shall be maintained by the Arbitrator.
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8.8 Decision

9.8.1 The Arbitrator will issue and serve his or her decision on the Parties within five
(5) business days of the close of the hearing or receipt of the hearing
transcript, whichever is later.

9.8.2  The Parties agree to take the actions necessary to implement the decision of
the Arbitrator immediately upon receipt of the decision.

10. Privileges

10.1 Although conformity to certain légal rules of evidence may not be necessary in
connection arbitrations initiated pursuant to this Attachment, the Arbitrators

shall, in all cases, apply the attorney-client privilege and the work product
immunity.

10.2 © At no time, for any purposes, may a Party introduce into evidence or inform
the Arbitrators of any statement or other action of a Party in connection with
negotiations between the Parties pursuant to the Informal Resolution of
Disputes provision of this Attachment 14.

11. Locatipn of Hearing

11.14 Unless both Parties agree otherwise, any héaring under this Attachment 14
shall take place in Atlanta, Georgia.

12. Decision

12.1 The Arbitrator(s) decision and award shall be final and binding, and shall be in
writing unléss the Parties mutually agree to waive the requirement of a written
opinion. Judgment upon the award rendered by the Arbitrator(s) may be .
entered in any court having jurisdiction thereof. Either Party may apply to the
United States District Court for the district in which the hearing occurred for an
order enforcing the décision. Except for Disputes Affecting Service, the
Arbitrators shall make their decision within ninety (90) days of the initiation of

proceedings pursuant to Section 4 of this Attachment, unless the Partias
mutually agree otherwise.

13. Fees
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13.1 The Arbitrator(s) fees and expenses that are directly related to a particular
proceeding shall be paid by the losing Party. In cases where the Arbitrator(s)
determines that neither Party has, in some material respect, completely
prevailed or lost in a proceeding, the Arbitrator(s) shall, in his or her discretion,
apportion expenses to reflect the relative success of each Party. Those fees
and expenses not directly related to a particular proceeding shall be shared
equally. In the event that the Parties settle a dispute before the Arbitrator(s)
reaches a decision with respect to that dispute, the Seftlement Agreement
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must specify how the Arbitrator(s’) fees for the particular proceeding will be
apportioned. .

In an action to enforce or confirm a decision of the Arbitrator{s), the prevailing
Party shall be entitled to its reasonable attorneys' fees, expert fees, costs, and
expenses.

Confidentiality

BellSouth, AT&T, and the Arbitrator(s) will treat any arbitration proceeding,
including the hearings and conferences, discovery, or other related events, as
confidential, except as necessary in connection with a judicial challenge to, or
enforcement of, an award, or unless otherwise required by an order or lawful
process of a court or governmental body.

In order to maintain the privacy of all arbitration conferences and hearings, the
Arbitrator(s) shall have the power t require the exclusion of any person, other
than a Party, counsel thereto, or other essential persons.

To the extent that any information or materials disclosed in the course of an
arbitration proceeding contains proprietary or confidential information of either
Party, it shall be safeguarded in accordance with Section 18 of the General
Terms and Conditions of the Agreement. However, nothing in Section 18 of
the General Terms and Conditions of the Agreement shall be construed to
prevent either Party from disclosing the other Party’s Information to the
Arbitrator in connection with or in anticipation of an arbitration proceeding. In
addition, the Arbitrators may issue orders to protect the confidentiality of
proprietary information, trade secrets, or other sensitive information.

Service of Process

Except as provided in Section 9.3.1 of this Attachment 14, service may be
made by submitting one copy of all pleadings and attachments and any other
documents requiring service to each Party and one copy to the Arbitrator.
Service shall be deemed made (i) upon receipt if delivered by hand; (ii) after
three (3) business days if sent by first class U.S. mail; (jii) the next business
day if sent by overnight courier service; or (iv) upon confirmed receipt if
transmitted by facsimile. If service is by facsimile, a copy shall be sent the
same day by hand delivery, first class U.S. mail, or ovemight courier service.

Service by AT&T to BeliSouth and by BellSouth to AT&T at the address

designated for delivery of notices in this Agreement shall be deemed to be
service to BellSouth or AT&T, respectfully.
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